t

n__ﬁ._u_.uau._

SS§/Staff Development Uni ‘

< m
0 $IOAN WIED |

- |

S

Ethigs

icle of the Week

Art

2009 Art

Booklet

icles



Forward

I 2009, as part of its endeavor to improve the services of the Careor Resource
Center, HRES/S52ff Development Unit tock the infiative to search and compile
professional srticles from the internet and share them with staff members on 2
weekly basis. This initiative focused on articles mainly relzted 1o UN Core Values,
Core Competencies, and Managerial Competencies, Moreover articles on Career
Support, Self Develppment and Basic Soft S&ills were covered extensively,

While identitying the weekly articles, a maximum care was faken in not oply
ensuring the anthenticarion and professionalism of content of the articles but alse
that it was inline with the UN values. Respective the intellectnal property of
authors of the articles and credit was given to the source of the articles and cited
accordingly.

More than forty-six articles, categorized info fen major entries, were shared with
staff and were aceessible both through posting them on iSeek (UM Infranet; and
broadeast message.

HRSS5/8t=ff Development Unit considers these articles as alternative means of
developing staff awareness on UN Uore Values, Core Competencics and
Managerial Competencies, and improving their soft skills.

The unit will continue to mantfest its commencerment and devotion for the
achieverment of its vision and play i3 feading role brough iniroducing caseer
support and learsing initiatives.

This Booklet, that comprises more thag forty-six weekly articles of 2009, éan be
considered as the beginming but gad.

Enjoy reading these mrticles!
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Planning & Organizing,.

“It pays to plan ahead. If wasn't
raining when Noah built the ark.”

Fore more information on these articles and other Staff Development issues,
please contact us on ex — 35268, 33136, 35370 or e-mail us af
SDU@uneca.org



Article of the Week, 2009 - Planning and Organizing

1} Personal Time Management

Maonagement and describes how the Manager can assume control of this

j ' ime passes, guickly, This orticle fooks at the basics of Personnl! Time

hasic resouree.

The "Eff" words

The three "Eff" words are [concise OED]:

# Effective - having a definite or desired effect
+  Efficient - productive with minimum waste or effors
# Effortiess - scemingly without ¢ffort; natural, easy

Personal Time Management 15 about winning the "Ef™ words: making them apply

1o you and your daily routines.

What is Perscnal Time Management?

Personal Time Management is about
controfiing the ase of vomr most
valuabie {and undervalued) resource.
Consider these fwo guestions: what
would happen if vou spent company
money with as fow safepuurds a8 you
spend company time, when was the
fast time you schedufed a review of
your time ailocation?

The absence of Porsonal Time
Managemant is characterized by last
minute reshes o mect dead-Haes,
mestings which are efther double
bockad or schieve nothing, days
which  seems  semchow o  slip
unproductively by, crises which laom
snexpected from nowhngre, This sent
of gnvirenment leads to inordinate
giress and degradation of
pesfomnce. i must be dopped.

Poor time management is often a
Tsymptom of  over  coefidence;
techniques which used @ work with
smst projects and workicads are

simply reused with large ones. But
inefficiencies which were
nsignificant in the smail role are
{udierous in the large. You can not
drive a maotor bike bike a hicycle, nor
can you manage 1 supermarket-chain
like a market stall. The demands, the
problems and  the payeil  for
increased officiency are all larger a5
your responsibibty grows; you muss
leam to apply proper techniques or be
betigred by those who do. Possibly,
the reason Time Managemont &
pocrly practiced is that it so sekdom
forms a measuared pare of appaisal
angd performance review; what many
fail w foresee, however, 15 how
intimately it is comnected (o sspecis
which do.

Persongl  Time Management  hag
many faceis. Most  managers
recognize & few, but few recognize
them all. Thers is the simple conocept
of keeping a well ordered diary and
the related iden of planned activity.
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Fore mare inforsaation on these grticles and ather Staff Development issues,
please contact ws on ex — 33268, 13136, 35376 or e-maif us af

SDUGuneca.org



Article of the Week, 2000 - Planning and Organking

But beyond these, {f is a tool for the
sysiematic ovdering of yvour influence
on events: it anderpins many other

menagerial skills such as Effective
Delegation and Project Planning.

Personal Time Management i3 a set of tools which allow you to:

eliminate wastage
ba prepared for meetings
refuse excessive workloads

allogute resource (Lime appropriate o a task’s importance

ensure that kong lerm projects are ol neglected

L 4

*

*

#  moniior project progress
*

*

* plancach day efficiently
¥

Plan each week effectively and 1o do s0 simply with a little seli-discipding.

Since Personal Time Management 1S a management process just ke any other, it
must be planned, monitored and regularly reviewed. In the fallowing sections, we
wil examine the basic metheds and functions of Personal Time Management.
Since true onderstanding depends upon experience, you will be asked to 1ake pant
by lookag at aspects of your own work. If yeu do nol have time to this right now -

ask yousself: why nnt?

Current Practice

What this article is advocating is-the
adoption of cerain practices which
will give you grester control over the
use and ailocation of your primary
rgsource: time. Before we siart on the
future, it i worth considering the
present. Thiy involves the simplistic
sk of keeping a nete of how you
spend your time for a suitably long
period of time {say a weekl [ say
simplistic since =i vou have 10 do is
create a simple table, photocopy haif-
a-dozen copies and carry it around
with vou filling v a row every time
vou change activity, Affer one week,

altocate time (starf as you mesn ¢ go
on) to revigwing this log.

Waste Disposal

We are not looking here to create new
categories of work to  enhance
efficiency (that comes lstery but
simply o eliminate wastage in your
current practice. The average IEE
Chartered  Engineer  eams  about
27000 pounds per annum: abouwt
12.50 pounds per hour, say 1 pound
every 5 minutes; for how many S
mingte sections of your activity
would vou have paid a pound? The
first step is a critical appraisal of how
you spend your time and to question

3

Fore more information on thess articles and other Siaff Development Issues,
please cantact as on ex ~ 35268, 33136, 35370 or e~paif us of
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Article of the Week, 2009 - Planning and Organizing

some of your habifs. Iz your time lpg,
identify periods of time which migh
have been betfer used.

There are various sources of waste.
The wmost common  are  social
telephone calls, friends dropping by,
conversations  around the ocoffes
machine. It would be foolish w
eliminate  all  nouw-work  relared
activity fwe sl need a break) but i
its a choice between chatting t©
Harry in the aflernoon and meciing
the pext pay-relafed deadline ... Your
time log will show you if this is 2
prablem and you might like to do
something about it before your boss
does,

in your time log, louk at each work
gotivity and decide abjectively how
much time each was wowdh o you,
and compare that with the time vou
actually spent on it An afiernoonn
spent pelishing an intrnal memeo in
a Pulitzer prize winning #iee of
provocitive prose 15 waste; an hour
spent debating the lsaving present of

Daing Subordinate’s Work

Having considered what complete
waste is, we ngw tumn fo what is
mepsly  inapproprigte. Gfien it is
simpler te do the job yourself Using
the stamp machine 1o fank your own
letters ensures they leave by the next
post, wriling the missing surmmary in
the latest progress report from your
Junior is more pleasant than sending
it hack (and it lets you choose the
emphasis). Rubbish!

& colleague 18 waste] 4 minute spent
sorting oul the paper-clips is waste
{unless relaxation), This type of
activity will be reduced naturally by
managing your own time since you
will not allocate time 1o the rivial.
Specifically, if you have g task 10 do,
decide before hand how long it
should take and work o that deadiine
- then move on 1o the next task,

Another comgnon source of waste
siems from delaying work which iz
unplessant by finding  distractions
which are less  imporfamt  or
uaproductive. Check vour log 0 see
if any tasks are being delayed siraphy
because they are dull or difficuir.

Time is ofien wasted in changing
between activities. For this reason it
is useful to group simalar tasks
together thus avoiding the start-up
dilay of each. The timme log will show
vou where these savings can be made.
You mwmy want then to initile a
routing which deads with thesg on a
fixed bt regulsr hasis.

Large gains can be made by assigning
sewretnrial duties to secretaries: they
regularly catch the next peost, they
fype 4 lot faster tham you. Your
subordinate should be wld abowt the
missing sectivn and told how {and
why} 0 slant it If you have 3 task
which could be donme by 2
subordinate, use the next oucasion 1o
start training hinvher to do it mstead
of doing it yoursel - you will need to
spend some time monitoring the task

4

Fore more infor;matiax on these articles and other Staff Development issues,
please contact us on v — 35268, 33136, 33370 or esmail us at
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thereafter, but far less that in doing it
yourself.

Doing the work of others

A major impact upon your work can
be the tendency to help others with
their's. Now, in the spirit of an open
and harmonious work environment it
is obviously desirable that you should
be willing to help out - but check
vour work log and decide how much
time you spend on your own work
and how much you spend on others',
For instance, if you spend a moming
checking the grammar and spelling in
the training material related to you
last project, then that is waste.
Publications should do the proof-
reading, which is their job, they are
better at it than you; you should deal
at the technical level

The remaining problem is your
manager. Consider what periods in
your work log were used to perform
tasks that your manager either
repeated or simply negated by
ignoring it or redefining the task, too
iate. Making your manager efficient
is a very difficult task, but where it
impinges upon  your work and
performance you must take the bull
by the homs {or whatever) and
confront the issue.

Managing your manager may seem a
long way from Time Management but
ne one impacts upon your use of time
mote than your immediate superior.
If a task is il defined - seek
clarification {is that a one page
summary or a ten page report?). If
seemingly random alterations are

asked in your deliverables, ask for the
reasons and next time clarify these
and similar points at the beginning. If
the manager is difficult, try writing a
small specification for each task
before beginning it and have it
agreed. While you can not tactfully
hold your manager to this contract if
he/she has a change of mind, it will at
least cause him‘her to consider the
issues early on, before you waste
your time on false assumptions.

External Appointments

The next stage of Personal Time
Management is to start taking control
of your time. The first problem is
appoiniments, Start with a simple
appointments diary. In this book you
will have {or at least should have) a
complete list of all your known
appointments for the foreseeable
future, If you have omitted your
regular ones (since you remember
them anyway) add them now.

Your appointments constitute your
interaction with other people; they are
the agreed interface between your
activitics and those of others; they are
determined by external obligation.
They often fill the diary. Now, be
ruthless and eliminate the
unnecessaty.  There may  be
committees where you can not
productively contribute or where a
subordinate might be (better) able to
participate,. There may be long
lunches which could be better run as
short conference calls. There may be
interviews which last three times as
long as necessary because they are

Fore more information on these articles and other Staff Development issues,
please contact us on ex — 35268, 33136, 35370 or e-mail us at

SDU@nneca.org



Article of the Week, 009 - Planning und Organizing

scheduled  for a  whole  hour
Elirmnate the waslage starting today.

The next stage is to add to your digry
lists of other, personal activity which
will enhance your use of the availabie
time. Consider: what is the most
imperant type of activity to add to
vour diary? No- stop reading for &
moment and really, consider,

The single most important tvpe of
activity is those which will save yeu
fime: allocate time to save time, a
stitch in time saves davs. And most
importantly of all, always allocate
tee o time management: at least
five minutes cach and every day.

Scheduling Projects

The wost  dawnting  external
appoiniments are deadlines: ofien, the
handover of defliverables. Do you
feave the work o lafe? is there
commoenly 2 final panic fowards the
end? Are the last few hewtic howrs
often marred by errors? IF s use
Personal Tine Management,

For cach appoinbment left in the
diary, consider whal actions you
might take to ensure that no time is
wasted: plan to avoid work by being
prepared. Thus, if you are golg to s
meeting where you will be asked w0
commens on some repon, allocate
time o read 1t 3o avoiding delavs in
the meeting and imcressing your
chances of making the right decision
the fust time. Consider what actions
need to be done before ARD what
actions npmst be dome 1o follow-up.
Even if the latler is unglear before the
event, you must still allezate tme ©
roview the outcome and to plan the
resulting action. Simply muazk in your
diary the block of time necossary fo
de this and, when the time comes, do
i

The baskc wea is that vow
management of personal deadlings
should be achieved with exactly the
same techrigques you would wse ina
large project:

+ check the speciffeation - are you sure that vou agres on what is to be delivered

+ bgak the sk down into small secticns so thil vou can estimate the time
needed for sach, and mositor progress

4 schedule reviews of your progress {eg. afler each sub-task) so that you can

respond quickly to difficultics

Liks most management ideas, this i
common  sense.  Some  peaple,
however, refiste 11 because in practice
they find that &t merely shows ihe
lack of time for a project which mast
be done anyway. This is simply dafi!

|
|

if simple project planning and time
management show that the task can
not be dene, then it will aot be done -
but by knewing at the start, you have
a chance 16 do sommething about &,

6
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Article of the Week, 2009 - Planning and Organizing

An impossible deadline affects not
only your success but also that of
others. Suppose a product s
scheduled for release too  soon
because you agree to deliver too
carly. Marketing and Sales will
prepare customers to expect the
product showing why they really
need it - but it will not arrive. The
customers will be dissatisfied or even
lost, the competition will have
advanced warning, and all because
you agreed to do the impossible.

You can avoid this type o
By practising time management, you
will  always have a clear
understanding of how you spend your
time and what time is unallocated. If
a new task is thrust upon you, you
can estimate whether it is practical.
The project planning tells you how
much time is needed and the time
management tells you how much time
is available.

There are four ways to deal with impossible deadlines:

Get the deadline extended

Screamn for more resources

% 5 %

If this simple approach seems
unrealistic, consider the alternative. If
you have an imposed, but
unobtainable, deadline and you
aceept it; then the outcome is youwr
assured failure. Of course, there is a
fifth option: move to a company with
realistic schedules.

One defense tactic is to present your
superior with a current list of your
obligations indicating what impact
the new task will have on these, and
ask him/her to assign the priorities: "1
can't do them all, which shouid I
slip?". Another tactic is to keep a data
basc of your time estimates and the
actual time taken by each task. This
will quickly develop into a source of

Get the Deliverable redefined to something practicaf
State the position clearly so that your boss (and histher boss) have fair warning

valuable data and increase the
accuracy of  your planning
predictions.

There is no reason why you should
respond only to externally imposed
deadlines. The slightly shoddy
product which you hand-over after
the last minute rush (and normally
have returned for correction the
following week) could easily have
been polished if only an extra day had
been available - s¢ move your
personal deadling forward and allow
yourself the luxury of leisured review
before the product is shipped.

Taking this a step further, the same
sort of review might be applied to the

7

Fore more information on these articles and other Staff Development issues,
please contact us on ex — 35268, 33136, 35370 or e-mail us at
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product  at cach stage of s
development so  that errors  and
rework bime are reduced Thus by
allocanng time 1o quality review, you

Finglly, for cach activity vou should
estinmte how much lime it is worth
and allocate enly that zmown. This
gritical appraisal may even suggest 4
different approach or method so that
the ntme matches the fask’s
impostance. Bewars of perfection, it
takes oo long - allocate tme for
*fitness for purpose”, then sfop.

Monitoring Staff

Your Porsenal Time Manapement
alse affects other people, particelarly
your suboedinates. Planning projects
means not only aflocating youwr time
but alse the distribution of tasks; and
this showld be doune in the same
planncd, monftored amd  reviewed
managr as vour own scheduling.

Any delegated task  should be
spectied with an {agreed) end dais.
As 3 Monager, you are responsible
for essuring that the tasks aliocated to
your subordinates are  completed
successfutly. Thus you should ensure
that each task is concluded with a
debiverakle (for instance, a memoc ©
conflem completion} - you make an
entry i vour diary 1o check that this
has damived. Thus, if vau ageee the
task for Tuesday, Wednesday shouid
have an entry in your diarv io ¢heck
the deliverable. This simple device
allows you © monitor progress and to
Tnitiate aciion as necessary.

- Plunning and Organizing

save fime in rewerk; and this is all
part of project planning supported
and menitored by yow tme
management.

Long term Objectives

There are many long ferm objectives
whith ihe good Manager st
achieve, partiularly with regard 1o
the devclopmeni, support and
motivation of his/her  worik-team.
Long ferm  objectives heve the
problem of being important but not
uwrgent, they do not have deadlings,
they are distant and remote. For this
reason, i 5 all o easy to ignore
them in favor of the vrgent and
irsmediate. Clearly a balance must be
struek,

The beauty of Time Management is
that the balance can be decided
abjectively (without influence from
immediate  deadlines) and  self
imposed through the use of the diary,
Simply, 2 manager might decide that
one hour a week shoeid be devoted 1o
personnel  issues and would  then
allocate a regudar block of time tor that
activity, Of course if the factory i3 on
fire, or World War 111 is declared, the
manager muy have to re-allocate this
time in g particular week - but barring
such crises, this Time should then
become  sacrosanct  and  always
applicd 1 the same, desigaated
purpsse.

Simitarly, time may be allocated W
staff development and training. So i
ane afiernoon a month i deemed o
be z suitable sllocation, thes simply
designate the secomd Thursday (say)
of each month and delegate the

¥

Fare more information on fhese articles and other Stufff Development issues,

please contact ns on ex— 35268, 33138, 35370 or e-muaif us af
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Articie of the Week, 2008 - Planning and Organ

choice of speakers. The actual time
spent i managing this sort of long
tern objective is small, but without
that deliberate planaing #t will not be
achieved.

Onwe you have implemented Persanal
Time Mgnagement, & i worth using
same of thai control to augment vour
owt career. Sorme quict weekend, you
should sketch out your own long term
objectives gnd plan 2 toute to them.
As vyou would any long term
objeclive, allosats  time to  the
necessary sub-tasks and monitor your
progress. If vou do net plan where
vou want fo go, you are unlikely to
get there,

icing

Concluding Remarks

Parsonal Time Management i a
systematic application of common
sepse  strptegies. It requires lHtfle
effort, vet #t promotes efficient work
practices by highiighting wastage and
it leads to effective use of time by
focusing it on your chosen activities,
Persomal Time Management does not
selve your problems; # reveals them,
and provides a structure 1o Implement
and moniter sciutions. it enables you
to 1ake contrel of your own time -
how you use it is then up 1o you.

Fere ware information on these articles and other Staff Development issuss,
please contact us on wx — 35268, 33134, 33371 or e-maif uy at

EbUgnnecn.org



Article of the Week, 2009 — Ploming and Urganizing

2} Effective Mesting Management

geting management Ends

1o be & set of skills often

overlooked by leaders and
managers, The following information
i85 a rathor “Cadillac" version of
meeting  management  suggestions.
The reader might pick which
suggestions best fits the particutar
cuiture of thair own organization.
Keep in mind that mcstings are yery
expensive  activities  when  ong
congiders the cost of labor for the
meeting and bow much can or cannot
get done in them. So take mweling
management vary seripusly.

The process wsed im a2 meeling
depends on the kind of meeting you

Selecting Participants

plan Io have, ¢.g., s@aff meeting,
planping meeting, problem solvisg
meeting, etc. However, there are
certasn bagics that are comuvon o
various fypes of meetings. These
hasics are deseribed below,

{Note that there may seem 1o be a lot
of suggestions listed below fur
something as apparently simple #s
having & meeling. However, any
imporant activity would include a
long list of suggestions. The list
seems to become much smaller once
yesr master how 16 conduct the
activiey .}

+

The decision about who is o attend depends on what you wamt io
accomplish in the meeting. This may seem foo obvious, 10 state, but i€
surprising how mapy meetings occur without the right poople there.

Daon't depend on your own judgment abeut who should come., Ask several
other people for their opinion as well.

i possible, call ench person 10 wll them about the meeting, it's overst
purposs and why their attendzace is impertant,

Pollow-up your call with a meeting notice, including the purpase of the
meeting, where it will be held and when, the list of participants and whom
to contact if they have questions.

Send out 2 copy of the proposed agenda slong with the meeting nofice.

Have someone designated to record important actions, assignments and due
dates during the mesting, This person should ensure that this information s
distributed o all participants shortly afier the meeting.

16

Fare more inforpsation on these articles and sther Staff Development issues,

Please contact us or ex — 35268, 33136, 35370 or e-mail us ar
ShUEunecaory



Article of the Week, 2009 - Planning and Organizing

Developing Agendas

*

Develop the agends together with key participants in the meeting. Think of
what overall outcome vou want from the meeting and what activities nead
to oteur to reach that vutcome. The sgenda should be orgasized so that
these activitics arg conducted during the meeting,

in the agenda, state the overall outcome that you want from the meeting

Design the agenda so that participemis get invobeed garly by having
somethisg for them to de right away and so they come on time,

Mext 0 each malor topic, include the type of action neaded, the tpe of
ouipt expected {decision, vete, action assigned o someone), and time
estimates for addressing each topic

Ask participants if they'#! commit 1o the agenda.
Keep the sgenda posted at all times.

Don't overly design mestings, be willing to adapt the meeting agends if
members are making progress in the planning process.

Think about how vou kabel an event, so people come in with that mindset; it
may pay to have a short dialogue sround the abel to develop a common
mirdset among attendees, particularly ¥ they include representatives from
various vultures.

Opening Meetings

+

Always start on time; this respects those who showed up on time and
reminds fate-comers that the scheduling is serfous.

Welcome atiendees and thank them for their time,

Review the agenda at the beginning of each meeting, giving participants a
chance to undersiand &t proposed major topics, change them and acoept
tham,

Note that @ meeting recorder if wsed will ke minutes and provide them
back to gach participant shortly after the meetiag.

Madel the kind of energy and participant needed by meeting pasticipants.

Clarify your roli{s} in the meeting.

11
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Article of the Week, 2009 - Planning and Organizing

Establishing Ground Rules for Meetings

Yeu don't sieed w develop new ground rules each time vou have a meeting, surely.
However, it pavs to have a few basic ground rules that can be used for most of vour
meetings. These ground rules cultivate the basic ingredients needed for a successful
meeting.

+ Four powerful ground rules are: participate, got focas, tintain momentam
and reach closure, (You may want a ground rule about confidentiality.)

+ List yous primary ground rules on the agenda.

+ If vou have new attendees who are not used to your meetings, vou might
review each ground rule.

*+  Xeepthe gronad rules posted at all times,

Time Management

# Cne of the most difficult fciligation tsks s time management — time
seems fo yun out hefore tasks are completed Therefore, the biggest
challenge is keeping momentum to keep the process moving,

# You might ask attendess (o help you keep track of the time.

+ If the planned time on the agenda & getting out of hand. present it to the
group and ask for their input as to a resolution,
Evaluations of Meeting Process

s amazing how often people will complain aboul a mecting being & complete
waste of ime — but they only say so after the meseting. Get their feedback during
the meeting when vou can improve the meeting process right away. Evaluating a
meeting only at the gnd of the meeting 15 vsually 100 late to do anvthing about
participants’ feecthack,

# Every couple of hours, conduct 5-10 minutes "satisfaction checks”.

% In & rosmd-teble approach, quickly have sach partigipant indicate how they
think the meeting is going.

Evaluating the Overail Meeting

+ Leave 5-10 minutes at the end of the meetiag fo evaluate the meeting,; dow’t
skip this portion of the meeting.

i2
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# Have each member rank the meeting from -5, with 5 as the highest, and
have each member explain their ranking

+ Have the chief executive rank the meeting last.

Closing Meetings
+ Always end meetings on time and attempt to end on a positive note.

+ At the end of a meeting, review actions and assignments, and set the time
for the next meeting and ask each person if they can make it or not (to get
their commitment)

# Clarify that meeting minutes and/or actions will be reported back to
members in at most a week (this helps to keep momentum going).
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Communication Skills.

“The single biggest problem in
communication is the illusion that it
has taken place.”

Gearge Bernard Shaw
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3} Listen With Your Eyes - Understanding Nonverbal

Communication

s there ever any doubt Jn your

mind as to the mood of a

cowarker upon their arrival at
work? Nopverbal communication i3
the single most powerful form of
sommunication. More than voice or
even words, panverbal
communicalion cues you in t what is
on another persen’s mind. The best
COMMUBKCatNTS are sensisve to the
power of the emofions and thoughts
communicated nonverbally.

Monverbal  communication  ranges
from facial expression 10 body
language. Gestures, signs, and use of
space are also importand in nonverbal
commmunicalion. Multicuitaral
differences in body language, facial
expression, use of space, and
especially, gostures, are cnormous
and enorronsly opeh o
misinterpretation,

To pauge your expertise in
miterpreting nosverbal
communication, 1ake these nonverhal
conwnpnication  fmgrprotation  goiz
guestions  from  the University of
Calforniz at Samtg Cmz. Each Hnk
feads to pictorial guiz questions and
explanatinns

One of the feaniest — vet saddest —
nonverbal exchanges [ have ever
witnessed oocurred in the megistrar’s
office at a majer university, A
multinattonal  student  mied  to
cosnmunicate his problem e an older,
white  fomale, He gesticulated
constantly  waving his hands 10
punctuate ks communicatinn

He tried to nemow the disignce
hetween himself and the onwversity
employee whe kept backing away to
meintain her level of specis! comfort,
By the end of the conversation, the
student was chasing her the length of
the cousntertop stilf gesturing with &is
hands heatedly. The employee told
me later that she had been terrified of
the student who was merely gying to
tell her that be had already paid the
bili he had just seceived from the
university,

Ome study at UCLA indicated that up
10 93 percent of commanication
effecliveness 18 defermined by
nonverbal  cues.  Another  stady
indicated that the impast of &
performance was  determimed T
percent by the words used, 38 percent
by voice quality, and 35 percent by
the nonverbal commumication.

I you want to mask your feelings ar
your  dmmedize  reaction  f{o
information, pay ciose atention o
vour nonverhal behavior, You may
have your voice and words under
control, but your body language
including  the  timiest  facidd
exprossions and movement can give
vour true thoughts and feelings away,
Espectally to a skilled reader of
nopverbal cues, most of uy are reaily
open books.

Here are several dps for improving
your  reading  of  monverbal
information, No matier your position
al waork, improvieg your skill in

interpreting nonverbal
communication will add w© your
15
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ability to share meaning with another | interpretation of nonverbal
person. commenication wifll add depth 1o
vour ability 10 communicate.

Shared meaning & my defisition of
commanication. Correst

Tips for Understanding Nonverbal Communication

+ Recognize that people commumesle an many levels. Watch their facial
expressions, eve contact, posture, hend and feet movements, body movement
and placement, and appearance and passage as they walk oward you. Every
gesturg is communicating something if you listen with vour eyes. Become
gccustorned 1o watching nonverbal communication and your ability to read
nemverba} communication will grow with practice.

+ If a parson’s words say one thing and their nonverbal communication sayy
another, vod are wont fo listen io the nonverbal communication — and thay is
vsually the correct decision

#  Assess job candidates based on their nonverbal communication. You can read
volumes from how the spplicant sits in the jobly, The nonverbul
communication during an inferview should also elugidate the candidae’s skills,
sirengths, weaknesses, and concerns for vou,

4+ Probe nonverbal communication during an investigation or other situation in
which you need facts and belivvable statements. Apain, the nosverbal may
reveal more than the person’s spoken wards,

+ When leading a megfing or speaking {0 a group, recognize that nonverbal cues
can rell you:

—when you've talked long enough,
~when soireone else wants to spesk, and
~—the mond of the crowd and their reaction to your rematks

Listen to them and you’ll be a hetter leader and speaker.

Understanding nopverbal | you wes untese, Listen to your gut.
communication  improves  with Along with voor [He oxperiences,
practice. The first step in praciive is training, beliefs and ail that make up
0 recognize the power of nonverbal your past, i°s vodr inner expert on
commaenication, ['m sure you've had nenverbal commupication.

gut feelings that what 4 person said to
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4} Assertive Conununication

ver end up frustrated afier a
conversation  with  someone
begause you dide’y fesl like
you commuonicated as well as you
would have hked? Ever walk away
from: a conversation asking vourself

what just happened?

Reduge conflicis/anxiety
Ernhance salf esteem
fetrain self respect
Minimize siress

Treats athery respectfiudly

EIE I N IR

vy ¢ semse of controf

Improve mizrpersonal refuationships

Assertiveness I8 & style  of
communtcation that greatly embances
our effectiveness with others and
produces the most positive onteomss.,
Assertiveness  can  enhance  the
following:

Reduce feelings of helplessness/depression

Generally, there are 4 styles of copmmnication.

1. PASSIVE

2. AGGRESSIVE

3. PASSIVE-AGGRESSIVE
4, ASSERTIVE

A person operating from the Passive
styie tends to avoid conflict at afl
costs, This persor will internalize
discomiont rather than risk upsetiing
others, This wtyie tends to reselt in 2
losg-win  situation, and results n
feelings of victimizabion, resentment,
and 4 losy of & sense of conbrol.

A person who uses this style in many
of his daify interactions has the
underlying belief that ofber peoples’
needs wre more important than their
own, and that if he speaks up, others
will ignore or reece him. This

ndividual osually has e low sense of
seif-gsteem, and bas a difficudt tme
recognizing hister own needs and
knowing kow o get them met mose
appropristely.

The Aggressive person creales a win-
iose situation. This individoal uses
intimidation and controf to get histher
needs met, and s disrespeciful and
huriful o others in communications,
This person has the underiving beliefs
that powsr and centrol are the only
way 10 get needs met. This person
cperates  from & real semse  of

17
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inadequacy and may have g lagk of
empathy for others.

The  Passive-dggressive  person
incorporates elements of both of the
previess styles. He tends o use
procrastination,  forgetfulness, and
intentional incfficiency rather that
heing direct in his communications
with cthers

The Assertive persen is direst with
the goal of oreatipg & wiewin
sityation. This style respects ong’s
vwn rights and epinions, as well as
those of the other person. This
individual operstes from the belief
that each of us 5 responsible for
solving our own  problems, and

neither parly in communication has to
justify themselves to ¢ach other. This
person takes rosponsibility for his
pwin decisions and actions,

Cur “preferred” atyle 15 influencad by
a upmber of factors. Gender roles
ofien influence our style. Little boys
are sometimes culturally conditioned
to be “strong”, and that winniag is
what matlers most. Linle girls are
sometimes  faught that it is their
primary ole is to serve others, be
nice at all costs, and that self worth is
defined by reiationships with others.
Our parents, owr role models, the
madig, and ocur own personatity al
play 2 role in our communication
with others.

WHAT DOES ASSERTIVE COMMUNICATION LOOK LIKE?

Muach of our communication is aot.
verbal. A pervon with an gssertive
commanication sivic bas a body
janguage that conveys operness and
receptivengss.  Posture s upright,
movemente are fluid and relaxed,
tone of wvoice i clear and with
inflection. An gssertive person makes
good eye contact, and s aware of
persomal space.

When giving opinions, an assertive
person 15 willing o express his
opinion, and also is npen 1o heasing
other’s poins of view, He is direct,
but not argymentative or threatening.
He does not vge sarcasm or gossip a8
8 way {0 communicais. He does not

R P b e 07

silerthy sit back ont of fear of not
being Hied.

When an asserfive person receives
feedback from others, she is able o
tsten and accept what the other
person has to say, even if she dogsn’t
agree. Many people have a hard time
receiving  feedback, even i it's
positive. How many times has
sumeone pald you 2 compliment and
you simply dismiss if, or mininize i1
rather than hearing it and simply
saying “thanks™ No org likes 10 hear
negative feedback, b an gssentive
person does nol react w criticism by
counter-attacking, denying, or feeling
anxious or inadequate. She makes
copseigns  ohoices  abowt how fo
respond the criicism.

i8
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She may ask for clarification to make
surg she is really hearing what the
other person i5 saying., She can
vahidate the others’ fockings, without

aecessariy  agreeing  with  the
pesson’s feedback. If the negative
feedback s valid, she accepts
reaponsibility.

WHAT IS ASSERTIVE NON-VERBAL COMMUNICATION?

Assertiveness is defined as the ability
te stand up for yourself without being
overfy rude or aggressive at the same
tme. A persot who s non-asserive
will often be gither one of two things,
and this is agpressive or passive. In
toiday's world, falling urder gither one
of these exmrewms is negative, and
will often block vou from getting the
things you want in life,

A person that 15 passive is an
individual who peeple will be guick
te walk 0. I people fhink you're
weak, or thal you're easy 10 use or
abuse, then they will often abuse vou.
Those whoe are passive tend ie be
mdividuais who suffer from low self
esteent.

Gn the opposite end of the specirum
is the individua! who is aggrossive
While these peopie are guick 0
defend themselves and their rights,
they oflen do so in & manner which
offends a lot of people in the process.

While aggressive people are often
mose successful than those who are
passive, this success i oflen a
perfect  viclory, since thev often
make so many snemies in the process
that their success is usually short
Bved.  Another  problem  with
sggressive people is that they ofien
believe that their beliefs and feelings
are more important thas everyone
around them.

Non-verbal assertive communicstion
tz g form of communication n which
voa are asseriive withouwt saving
anything. This fortn of assertdveness
requires you to make good use of
vour body language it order to get
vOUr point across. A person who is
assertive is someone who understands
that everyone has rights. These rights
not only include legal rights which
are defined by law, bat arganic laws
which sapersede it

THE IMPORTANCE OF ASSERTIVE LISTENING

The firsi step towards performing
non-verbal assertiveness & to bisten 1o
what 15 beitng said {0 you. When you
listen 1o people, you kot them know
that you understand what they're
saying. Second, you allow people w0
know that vou anderstsnd what they
are frying 10 3ay & you

When it comes o noneverbal
assertive commuication, one thing
that you must keep in mind is that
ungderstanding someone is different
from agreeing with them. Someocne
could be telling you something that
vou will never agree with, bul you
can sl use assertive lsteming fo
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show them that you're paying
aftention to what they're saving.

When you wlk to people, lock at
them directly. When you do this, yeu
show them that you're giving them
your undivided attention. It also may
not be 4 bad klea o lean forwvard, as
this always shows you're Hstening.
The best posture to have in a situation
ke this is & relaxed one.

Another form of listening that is
clasely connected to assertiveness is
alled assertive Disteming, With this
style of listening, you maintain g
relaxed state of mind while you taik
with others. This allows vou 10 betrer
understarsl whai (s being saud, which

wil} allow you o ask questions for
clarifieation.

£ven when vou do not sav anything,
it s possible for you to commuanicate
g iol # those around you. Some of the
ways in which you comamunicaie in
this manner nclude your posture, the
gestures vou make the expressions on
your face, and vour eves.

Your persomal  appearance 1§
important as well. Anyone can use
these things to comniunicate various
things to others around them. Those
who you commimicate with will use
these aon-verbal cues to determine
whether or not vod're sincere, and
these non-verbal cues are far more
important thas anything vou say.

EXAMPLES OF BAD NON-VERBAL ASSERTIVENESS

There are a number of ways yoa can
communicaie bad signals to those veu
come in condact with, and seme of
these things inclusde lintle eve contact,
gestures  which make you scem
nervous, o7 slouching.

If you behave in these ways, people
wili question the sincerity of anything
yon say, and you will find & difficult
1o buikd strong relationships, whether
they're business or persenal. It is
important to always be in coutrol of
your nog-verhal comynunication, and
atways be assertive,

STRATEGIES FOR DEVELOPING ASSERTIVE COMMUNICATION

< Wach your body posture — practice using an open, assertive body language

and voice

4 Think before you speak. Take a few seconds fo make sure you are
sonveying the right message, and in the way yog wanl to coavey it

+  Bom’tapologize if it's nol warmanted.

+ Remember i is ok 0 say “no”,

28

Fore more information on ihese articles gnd other Seaff Development issues,
please contact us on £x -~ 35288, 33136, 35378 or e-mail as af

SDUuneca.org



Articie of the Week, 2008 - Communication Skilly

+ Remember evervone s entitled to an opinton, and don’t try to convinee
others that yours i the “right” one. Alse kiow that you don’t have to
apotogize or make excuses.

FINAL THOUGHTS

+  Be patient - learming new bebaviors takes time, and it will fesf awkward at
first.

+  Praclice leads o improvesent.
Expect some resistance from others,

# Hecorming assertive mmy pever feel as comfortable as being passive or
aggressive, # that’s our learned style, but the rewards ave worth the effort

*  Recognize and validate yourself for improvement

2
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5} The Meaning of your Communication and Its Effect

1 commanicating  with  other

peaple, what matters more: whag

we intend & convey, o thie actual
response we get? Who is responsible
for yowmr  corumunication?  The
meaning of sur communication is not
wiat we think it means. ki is based on
the response we get from the other
person. It is pointless te insist on &
meaning that is lost on the listensr,
especially when the respense you get
is entirely separate from vour intent.

Choice is Better Than No Choice

If we become conscious of how we
pratluce responses in other people,
we will fave additional choices, 1
we're  triggering  an  unintended
respense, snderstand how it happens.
The trigger may be as subtle as tone
of wvoice of a cerfain  facial
gxpression; these mon-verbal cues sgy
more  than our words. If the
refationship is anportant, fet the other
person know you want te understand
whutt they are getting from you.

For example, 5 client of ming, call her
Kathy, found hersolf repeasedly in a
conflict with & cowoiker. She speaks
and acts in ways fhat trigger the other
person to get imstanfly upset and
frustrated. This pattern has been

i Said, She Said

Cureently, Kathy's pattern s @
aufomatic “caiibrated loop™— similar
to how “dysfunction” patterns get sat
up in family systems —— you say this,
and they sav that, and you say... and
ths aext thing veu know nobedy is
ligtening and there’s fhat alltco-
familiar feeling agmin, So, what we
can do is remember our goal, and

Fare more information on these

For example, we might jntend to pay
someone a compliment, and if they
take if the wrong way, what can we
do abowt that? Would it make sense
to argue that they should just take it
a5 @ complimest and chiff ou?
Perhaps a better approach is (o nohce
that for fthem  f0  releive L
compliments must be  delivered
differantty.

going on for Quite somie time. They
are both 10 the point where they iy o
avoid cach other —~ s useful coping
strategy, but not likely to resoive the
conflict.

To starg, | suggested that she discover
what ske does {or doesa’t do} that
teads to these strong reactions. My
suggestion doesn’t imply that she is
doing anything wrong. 1t's oaly about
the response she gels: use ® oas
feedback, Once she owns how she
influences the ineractions, she can
decide to sither continue doing the
same thing fand hope that the
cowonrker  of e citQusmstances
change), or she can try something
diffgrent.

losk for altersative ways fo get there
Does it make sense to wait for them
1 change, 1© act more cooperatively,
to potice hiow irappropriately they are
behaving?

2
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Famous definition of msanity: deing
the same thing over and over and

Sharing Power in Communication

Communication, like driving in
sraffic, is a cooperalive sysiem. Kathy
can produce an instant reaction in the
other persan with just a glance, lsn't
# amazing that we have such powsr
o influgnce othars?

Contrary to what you might sxpect,
the persor who has the most
Jexibifity  in a communication

Try Anything Eise

H you're having a fough tme
inBuencing sermeeng in the direction
you want to go, trving flexing ovear lo
their world and first “meet them
where they are” (see previogs article).
Ff you're producing an unintended
result, remember your goal, and then
get some feedback about how you are
getting  that  wesult.  With  that
feedback, vou can plan out different
ways o move with the other person
toward vour desired cutcome.

expecting & different resuit.

situation will generally have the most
conttn]  over fat siluation. How
flexible are you? if there’s a behavior
vou canfiot generale — for whatever
reason — there's probably a response
you won't be able {o elicit from that
other persan. And if #ie meaning of
your communication is the response
you pet, that behavior mighi be
exactly the one yeu need to produce,

There's a saying: when what you're
doing ism't warking, Wy anvthing
else. When you mainfain a sigie of
curiosity, youm can  try  deing
somsething — anvthing - different,
perceve the respoase, and Jearn from
i, Did you move towand your goal?
Ask for feedback. Keep
experimenting.
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8) Effective Praise, Effective Criticism

So one likes 1o be criticized Ever it
the iatent is well-msaning, criticism
is taken a5 a personal offense. When
it is, it shets the door io further
COMMUIHCELIOn.

Few people have ieamed how tw
deliver artfid  criticism.  Parents,
CEDs and the leaders of nations are
all guilty of emploving the wrong
methods 1o move peaple th do what
they want by delivering blamnt
criticism. Charles  Schwab,  well-
known steel magnate of Uniied Staics

Leave out the Emotions

For some people, criticiss is an epo
rip, just & way t0 prove superiority
over another. Parents are offen guilty
i ysing criticism 45 4 way to vent out
their frustration and anger toward

Emphasize Ability

Evervone leams by making mistakes,
The best way fo correct mistakes is
by finding something to praise before
criticism is given. Showing faith and
confidence in the abilities and talents

Build a Foundation of Trust

Building a foundation of trust should
ocear morths before anyone is called
to the campet. Praise works for
employees and children equally. The
top leaders of any corporation dish
out praise and appreciation regularly

Deliver it in the Form of Advice

Advice and suggestion given the right
way can help the offense seam gasy
and simple io correct. The ong in
charge  should  provide  some

Steel Corp. and Bethlehem Steel said,
1 have yet to meet the man, however
great or exalied his station, whe did
not do better work sad ot forth
greater effort under @ spirit of
approval than he would ever do under
a spirit of criticism.”

The art of using critivism effectively
iy pever daught in schools though it
should be. There are correct methods
that offective leaders employ 1o
insure gction s feKen and frust is
cstabiished in the one who receives it

theie children Whether it's an ego wip
or fueled by anger, criticism s never
effective i it i delivered with
negative cwmotions.

of the one being criticized establishes
the groundwork for  effective
communication. People will be more
willing to listen once they know the
ntention is to b helpful,

and publicly. Genuine praise is not
flatiery. The emplovee 5 moe
willing fc listen to advice when he
knows his gmployer has faith in his
ahitifies.

examples of similer mistakes he or
she made and were resobved.
Mistekes are never permanent Bui
whess it is given, it should also

24
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emphasize the need for some kind of
action from the recipient of the

Let Them Talk it Qut

There may be a good reason why an
employee does not do as he is
expected. Rather than launch into a
tirade, take the time to listen to their
reasons. Don't interrupt or try to find
fault when they taik about it. They

advice,

must know that there is rapport and a
willingness to  understand them,
Letting them talk often helps them
see their own mistake and they will
be more than willing to correct it

When Ail Else Fails, Give a Warning

A calm approach works well in may
cases. But sometimes an irate
employee refuses to listen or act once
advice is given. In such a case
authority and a stern approach is
required. That doesn't mean shouting
back when they shout. Listening is
still a requirement as it can diffuse a
heated tirade to where the warning
can be delivered. Agreeing on some
points  helps  deflect  potential
arguments. Once peace has been
established, a stern waming for
change should be delivered aleng

with a deadline. It should be made
plain that appropriate action will be
taken if there is no change.

Constructive criticism is an  art.
Emotion and not logic is what stirs up
anger and resentment. Knowing how
to handle cvery situation with tact
and diplomacy is what makes a better
leader, better able to inspire trust and
ensure that everyone will stay loyal
and focused on the company goals
without strife for many years to
come.
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7} Oral Presentation Skills

Effactive Oral Presentation Skills

here is a myth that great
speakees are born, not made.
This is  based on  the
misconception that somehow certain
individuals have the mngée abitizty to
stand in tront of a0 avdience with no
anxiety and give a moving, dynamic
speech. The wudh is, however, that

One of the most important techniques
you can spply © become a mors

great speakers genergily spead vears
developing and practicing their art of
communication. All great speakers
had tw learn  the basics  of
arganization, peeporation, delivery
and Jdealing with anxiety. In order 1o
do anvthing well, # takes constant
practice and & mastery of the bastes.
Speaking is no differens.

confident and effective speaker is io
reduce anxiety.

if implemenied, the following fips cauld heip reduce your anxdety before yonr next
presentation:

»

&

Planning your preseatation (s another

Organize - Foous on your preseniation,
Visualize ~ Meotally rehearse a perfect presentation with questions and
answers,

Practice — Stending up, out loud, using visual aids. Qbtain feedback from
others,

Breathe ~ 5it #p or stand erect, not relaxed. [nhale deeply 2 number of
times.

Focus on Relaxing?

Release Tension - Try isometric sxercises. Tighien end release your
musches. Start with toss and and with fists.

Maove - Flex your sascies — don't jock! Use s cordless microphone,

Eve Conteet with the Audieace — Think one on one Connect with the
andience and make vourself personable, Use the feedback and erergy you
recedve from your audience,

identify  #he values, needs and

component to becoming an sffective
speaker nnd presenter  Thete are
essentially two steps that sheuld be
followed prior W delivering a
prosentation: 13 develop  vour
objectives and 2} analyze your
sudience. In preparation, one must

constrzints of the attendees and the
levet of knowledpe of the sudience.

For example, de not use siang,
Jargom, acronyms, or eelmical torms
without explanation. It should also be
determined in advance “what will
work” and “what won't work” In

2%
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other words, what will gain you the [  The next phase towards improving
most favorable reaction? in order o your effective oral presentation skills
ascertain these items in advance, you is organizing your thoughts.

showld put yourself in the shoes of the
peogle who will be Hstening to your
presentdtion.

There are a namber of steps 1o this process:

i

AR

Brainstorm main ideas, Use index cards or post it noies and only use oae
idea per card.

State the sub points. ideally there should be between 2-3 sub points in your
presentation. Be specific using explanations, data and evidence 10 hack up
YOUF paints.

State the beaefits. Specifically state the benefits before asd at the end of the
hody of vour presentation.

Develop handouts. Handouts should reinforce important poinis, summarize
action items and mchede supporting data.

Develop visual aids (PowerPoint shides, chasts and graphs). Visual zids
shoutd be used to focus the attention of your audience, reinforce the verbal
messags and to stimulate interest. Keep in mind that effective presertations
are people-centerad, not medis-centercd. Tos many presentations rely on
the media fo carry the message, While the media cap certainly help, it's
your interacticn and rapport with the audience that makes the difference
between an effective or ineffective presestation.

. Main dea preview review sentence (i.¢. Telt ther what you're going 1o 1wl

them, tei! them, then tell them what you fold them)

Dervelop the introduction, Get the gadience to focus their attention on you,
provide backgroand information and iatroduce yourself - whe vou are and
why vou're qualified,

Devetop the conclusion. Your conclusion should be persuasive Iike a “cafi
to action”. Spell out what specifically they need to do. when and bow,

The delivery of your presentation i3 another key to a snccessful presentation, An
effective presentation should be delivered in the following sequence:

+ Intveduction

Praview Sentenge

Main Ideas and Sub [deas
Benefits

Review Sentence

¥ % &
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+  Conclusion

Tn erder to come across o your audience as confident and perseasive, vou should
consider the way vou physically deliver your points to vour apdience. The
following are some helpful tips wo help you achieve a lgvel of confidence m
delivering your presentation: ’

Pasture — Stand up straight, but avoid being stiff. Do aot shift your
weight from side o side.

Movement -~ Keep yourself at least 4.8 feet from the font row — don't
pace!

CGestures — Your prescndation should be a form of animated
conversation. Avodd keeping vour hands in your pockets or o your
hips, crossing your aems or wringing vour hands,

Eve Contact ~ Do not leck af the back of the room or over their heads.
Maintain good cye contact (o build rappors, trust and cenfidence.

Using vour Voice — Avoid being monotone which is generally caused
by anxiety. Alse avoid malking too fast. When people are nervons, they
sometimes £ip on their words. Be cognizant of your volume. Make sure

that everyone can hear you.

At the conclusion of & presentation,
there is pgencrally a queston and
answer session that should be
prgpared for in advasce. To prepase
for this last hurdie, you should
anticipsie the guesltons that you
could potentially be asked shead of
tme, The key is to prepare for the
worst and rehearse vour responsss fo
such questions. The more you prepars
your answers the better versed and
confident von wilk be. One tip vou
maght cmploy during the guestion and
amswer session IS to repeat the
question being asked. This will give
you some additional dme {c propare
youwr sesponse. in general, we think

Hve umes faster than we speskd
Whatever vou do, it is imponant thit
you maintain your sivle, If vou don’t
know the answer to'the question you
are being asked, be honest and gay
that you don’t know but that you wifl
find out. Remember to really listen to
the questions, do not interrupt and
make sure that you stay focused on
the individual asking the gquastion
Finally, don’t forget o thank vour
sudience for all of their excelient
questions.

I vou employ these lechnigues, you
will be on your way 0 becoming a
mote effective speaker and delivering
suecessful presentations
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8) The Magic of Dialogue

eeting management tends
to be a set of skills often
overlooked by leaders and

managers. The following information
is a rather "Cadillac" version of
meeting management Suggestions.
The reader might pick which
suggestions best fits the particular
culre of their own organization.
Keep in mind that meetings are very
expensive  activitics when  one
considers the cost of labor for the
meeting and how much can or cannot
get done i them. So take meeting
management very seriously.

The process used In a meeting
depends on the kind of meeting you

Selecting Participants

plan to have, eg., staff meeting,
planning meeting, problem sclving
meeting, etc. However, there are
certain basics that are common to
various types of meetings. These
basics are described below.

(Note that there may secem to be a lot
of suggestions listed below for
something as apparently simple ag
having a meeting. However, any
important activity would include a
long list of suggestions. The list
seems to become much smaller onge
you master how to conduct the
activity.)

*

The decision about who is to attend depends on what you want to
accomplish in the meeting. This may seem {oo obvious to state, but it's
surprising how many meetings occur without the right people there.

Don't depend on your own judgment about who should come. Ask
several other people for their opinion as well.

If possible, call each person to tell them about the meeting, it's overall
purpose and why their attendance is important.

Follow-up your call with a meeting notice, including the purpose of the
meeting, where it will be held and when, the list of participants and
whom to contact if they have questions.

Send out a copy of the proposed agenda along with the meeting notice.

Have someone designated to record important actions, assignments and
due dates during the meeting. This person should ensure that this
information is distributed to all participants shortly after the meeting.

Developing Agendas

-

Develop the agenda together with key participants in the meeting. Think
of what overall outcome you want from the meeting and what activities
need to occur to reach that outcome. The agenda should be organized so
that these activities are conducted during the meeting,
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»

*

In the agenda, state the overall cutcome that you want from the meeting

Design the agenda so dmt parlicipants get invoived carly by having
something for them to do right away and so they come an fime,

Next to each majer topic, include the type of action needed, the type of
output expecied {decision, vote, action assigned fo someone), and time
estimates &y addressing sach {opic.

Ask participants if they'lt commis to the sgenda.

+ Keep the agenda posted at all tames,

+ Don't overly design mectings; be willing 1o adapt the meeting agenda if
menbers are making progress in the planning process.

+ Think abcut how vou label an event so people come in with tha
mindset; it may pay % have a short dialogue around the label 1o develop
a commes mundse! amonp attendees, pasticulerly if they include
representatives from various culiures.

Opening Meetings

% Always start on time; this respects those who showed up on time and
reminds late-comers that the scheduling s serious.

« Welcome attendees and thank them for their time.

# Review the agends at the beginning of cach meeting, giving participants

»

4 chance to understand all proposed major topics, change them aad
acogpt them.

Noiz that a meeting recorder i used will 1zke minntes and provide them
back to each paniipant shordy after the meeting.

Model ihe Kind of energy and partticipant nesded by meeting
participgass.

Clasify your rofe(s) is the meeting,

Establishing Ground Rules for Meetings

You don't need to develop eew ground rules each time vou have a meeting, surely.
Haowever, it pays 1o have a few basic ground rules that can be used for most of your
meetings. These ground rules cultivate the basic ingredients needed for a successful

meeting.
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¢ Four powerful ground rules are: participate, get focus, maintain
momenturt and teach closure. (You may want a ground rule about
confidentiality.)

* List  your primary ground rules on the agenda.
If you have new atlendees who are not used to your meetings, you
might review each ground rule.

« Keep the ground rules posted at all times.

Time Management

# One of the most difficult facilitation tasks is time management -- time
seems to run out before tasks are completed. Therefore, the biggest
challenge is keeping momentum to keep the process moving,

# You might ask attendees to help you keep track of the time.

4 Ifthe planned time on the agenda is getting out of hand, present it to the
group and ask for their input as to a resolution.

Evaluations of Meeting Process

© It's amazing how ofien people will complain about a meeting being a
complete waste of time -- but they only say so afier the meeting. Get
their feedback during the meeting when you can improve the meeting
process right away. Evaluating a meeting only at the end of the meeting
is usually too late to do anything about participants' feedback.

+ Every couple of hours, conduct 5-10 minutes "satisfaction checks”.

+ In & round-table approach, quickly have each participant indicate how
they think the meeting is going.
Evaluating the Overail Meeting
# Leave 5-10 minutes at the end of the meeting to evaluate the meeting;
dun't skip this portion of the meeting.

+ Have each member rank the meeting from 1-5, with 5 as the highest,
and have each member explain their ranking

# Have the chief executive rank the meeting last,

Closing Meetings
# Always end meetings on time and attempt to cnd on a positive note.

3
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+ At the end of & meeting, review acltions and assiguments, and sef the
time for the aext meeting and ask each persen if they can make # or not

{to pet their commitment)

+ Clartfy that meeting minutes andfor actions will be seported back to
members in at most a week [his belps to keep momentum going),

Meetings are one of the most vital
elements of any business, so getting
the most out of meetings is of great
value. 50 many people quote boriag,
unproductive meetings as being a
‘waste of time’, that some sense of it
all is neesded.

Managing meetings effectively will
help you make the best use of yours
and evervome else's time, whilst
acknowledging the trefnendous valug
of giilising those real opportuniiiss
where people get together in 2
generative.  growth  focused  way,

Simple Actions You Can Take Today!

L Consider the meetings you teok part in during the last week. Being really honest,
how productive were they on a scaie of 165 1) What would 2 meeting with 3

score of 3 better have been like?

2. What can vou do in preparation of the next meeting vou are Involved, tn to rake
it work better? Come on, get up and be the source of changse!

3 Consider the hehaviours in the meetings you are part of. How do you perscnally
behave? Compars your oonudbution o others present What can youl doe
differently and how will you get this embedded deeply

4. Invour aexy mesting, olserve carefully where things start ro go wrong - i they do
Where does the respansibility for the meeting 5z on this cecasion?

5. Who ges invelved in your meetings - and who doesnt? Be really focused abour

the walue eanh gees Trom being there. Be prepared o exclude others -

and be

sarcful and generous with vwe you let peaple down.

& What cuteeme would be the best passible fvom the meetings you go to. to really
make a difference! What need for movenent and progress I everyors aware of?

7. Waould you benefir from mose or less reetings nest week? Consider what yos
cvoukd do with the extra time. How de you balanced the added extra time with the

foss of meeving value,

8. Ensure that everyone is clear of what is expected of them and by when, us they
leave the reeting. (et minutes UUT as SO0 as You fan 1o ensue sveryone s really

clear.

%, How doyou park issues that <ome up that are mot relevant o the meeting? What
i the precess for asknowledging the redl fssues people face - but 50 some other

time please

Fore more information on these articles an
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10. Review each meeting you go to and look deeply at what went well, and what
might have gone better - what can you change yourself to make things run more
effectively?
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8} DEALING WITH DIFFICULT PEOPLE AT WORK

ifficult people do
unforimately exist at work
ag in every ather walk of fife.

1t & rare 1o find & workpiace without
there. Depending on your level of
seif-esteem, deafing with a difficulr
person &t work can be debilitating
and stressful. Dealing with a 'diffionlt’
persen is easier when the person is
genutally  obmoxieus or when the

hehavier affects more than one
person, a3 you have safery in the
knowiledge that it is not 2 personal
atteck. 1 Is a much more complex
scenaric dealing with e difficsit
person when they are attacking you
or undermining your professiona
contribution and dealing with them is
dependant on your self confidense
and your professional Sowrage,

DIFFICULT PEOPLE COME IN VARIOUS GUISES

Some tlk constantly and rarcly,
ever, listen. Others must zlways have
the last wosd, Some co-workers il
to keep commiiments which itnpacts
upon others and can cause frichion.
Others may oriticize apything ¢hat
they did not create. Difficult co-
waorkers compete with you for power
and privilege, some po too far i
encourdging and creating a posttive
apiien for the boss ~ fo vowr

diminishment. Difficult people and
situations 2xist in all work slaces, in
many differeni  guwizes, they do
however, all have ome thing in
coramen, in that they or the situation
must bo addressed. Regardless of the
tvpe of difficabt situation in whick
you find yourself, dealing with
difficelt people er situations is a
fLiiTE

DEALING WITH THE DIFFICULT CO-WORKER

I've experienced workplaces i which
all soris of dysfunctional spprosches
to degling with a difficult co-worker
have  bheen  fried,  Puting  an
aguonymous nhole in the persen’s
mzitbox is not an option. Placing g
can of decdarant on a hygisne
chalienged co-worker's desk is not
productive option gither. Confronting
the bully publicly can ofien lead to

S T 7 [T o SRS i 47

disaster. Putting dead bugs in his desk
drawer can leave your boss no option
ather than to fire you. So, fet’s fook at
more prodactive ways to address your
difficult  co-worker.  Are  you
copvinced that 1o aimost all cases vou
noed to productively deal with your
difficuit co-worker?

34
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Here are 3 ways of dealing with that difficalt person at work:

i, Always bepin hy ¢xamining yourself in determining whetber the object of
yoar attention, Le. the difficult persen or sifuation, really is the result of their

scton,

£ould vou be overaeacting to that
difficult persea® Are you being
overly sensitive to remarks? Have
vou  gof  previous  experiense  of
similar people? or, have you always
experienced difficulty with the same
type of person o situation? {5 there a

Z. Biscuss your sitvation with 4 frusted

Consider various ways of addressing
the situation (or person). When vou
are the ebject of an attack, or your
boss  appears  to support the
dysfunctional actions of a cowworker,
i is oficn difficslt o objectively
assess wour oplions.  Anger, paln,
bumiliation, fear and concern about
makmg  the siteation worse  are
legitimate emotions

pattern i your history  inleraction
with so-workers, Le. do you generally
ger on well wih #1? Do wyou
recognize that you have ‘hot buttens'
that are easily pashed, thus causing
reaction?

Triend or ideally, a colleague.

Pay aention fo  the unspoken
agreement you create when vou
selicit another’s assistance. You are
commitling 1o sl uniess vou agree
actions will oniy hart the situstion.
Oherwise, you nsk becoming 4
whiner or compleiner in the cves of
yvour colleague.

3. Approach the person with whom you are haviog the preblem for a private

distussion,

Talk to them gboul what vou are
experiencing in "7 messages. {Using
“I7 messages is & communication
spproach  that focuses on  your
experience of the situation rather than
on atlacking nr accusing the other
person,} You can also explair to your
co-worker the impagt of their actions
on vou. He pleasant and agreeable as
you talk with the other person. They
may not be gware of the impact of

their words or actions on you. They

may bs lesrning aboul their impact on
you for the first time. Or, they may
have to consider and confront a
pattern io their own interaction with
people. Worst case? They may know
their impact on you and deny i ef try
to explain it away. Unforhmately,
some difficalt people st don’t care.
During the discussion, atfempt 1o
reach agreement about positive and
supportive actions gomg forward.

]
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4. Follow up after the initial discussion.

better? Or worse?

Determine  whether a  follow-up
discussion s needed.  Determine
whether a follow-up discussion will
have any impact. Decide if you want
to continue o confront the difficolt
person by vourself, Become 3
peacemaker. {Decide how badly you
want to make peace with the other

Has the behavior changed? Gotien

person and how much vou want your
curient job. Determine whether you
have experienced a pattern of support
fam your bossd I you amswer,
“yes,” 1o these gquestions, bold
another discussion. If nof, escalute
and move to the next idea.

Z. You can confroat your difficult co-worker's behaviowr publicly.

Preal with the person with gentie
humous or slight sarcasm, Or, make
an exaggerated physical gesture — no,
not that one ~ such as o salwte or
place your hand over your heart to
adicate a serious wounding. Yoo can
alse teli the difficeit pemson that
vou'd like them to consider imporiant
history in their decision making or
similar words exypressed positively,
depending on the subject. Direct

confrontation dees work well for
some peaple in some situstions, |
don’t think it works to ask the person
t stop doing what they're daing,
publicly, but you gan emiplay more
pusitive confrontational tactics. Their
success for you will depend on yoeur
ability to pull them off. Each of us is
nol spur-of-the-moment funny, but i
you are, you ¢an use the homor well
with difficult co-workers,

To deal with the problem think first why people act the way they do.

[

They may be frustrated in many ways for reasons not conpected with you. What
you hear is the expression of that frustration. They may be nice people
underneath.

I

They may be anxious. Even using the telephone causes some people anxiety.

S

. Do not take what people say to vou 45 a personal insult. They are not attacking
yon but may have become very frusirated with a siustion they cannot contrel
and as a resul the quality of their normal communication takes a severe dip. Do
net allow yourself 1o ke offence - difficult as that often is.

4. Do not lose your temper. 11 both you and your customer ¢ad up in a shouting
match (or worse} you gre unbikely to solve anyihing - and after sl that is your
obiective.

Keep yvour attenition ¢n the faces velating (o your meefing. Try {o ninimize
emotinnal reactions.

6. Think before you speak. Croate tme for yoursell before vas answer via a deep
Dbrezath, a thouphtful expression, efc.

L
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HOW TO DEAL WITH COMPLAINTS

Complaints tend to fall into two groups - the justified and the unjustified.
Remember, until you know the facts you will not know which one you are

dealing with.

Action Tips

&

$ & ® & 5 b # @

*

Take a deep breath.

Keep your voice enthusiastic and friendly.

Listen to what is being said, take notes.

Do not interrupt

Get the speaker’s name and telephone number.

Get the order number so the complaint can be checked.
Sympathise without being disloyal.

If the company Is at fault, apologies. )
Never give excuses (the truth is always the preferred option here)

If you promise something (e.g. to call back) - do it. Remember - in

times of stress a promise is sacred.

Never say or do the following:

4

E 3
L4
&

® ¢ $ @

+

You are through to the wrong department.
It's not my fault.
1 didn't deal with this.

Will you write in {a solution is needed now. Delay will just make the
situation worse).

We are having lots of problems you're actually the sixth one today about
that.

Interrupt - they will start all over again.
Automatically accept liability.
Jump to conclusions.

Talk down to them or accuse of them automatically of misuse or making a
silly mistake.

Lose your temper.

Appeal for sympathy.
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AGGRESSION

Aggression is & symptom of both anxiety and frustragion, 1t is a by product of
insecurity. Do not confise it with assertion.

Action Tips

*

LR S S I

Take & deep breath,

Speak calmly at an even pich.
Keep your terper.

Do not respord with aggression.
Agk, and keep asking, for the facts.

Say something like, "1 know this is & proflern for you but | can oaly help if
you will let me” {an empathetic assertiond.

Encourage the talker to talk out their feelings of aggression {the longer they
talk the less aggressive they will become).

If you camnot calm the individual armange for a break (e.g. tel] a telephone
caller you will ring back. Teli a personat caller vou are going to ferch =
document, fook up a reference number ¢ic).

VAGUENESS
Vague customers will go on for 2 long time and say very litthe. Be patient and fry

to bring them back o the issue.

Action Tips

k4

LI . S B T B R 3

Magtintamh your patience and good humour.

Write devent the facts as vou hear them.

Use the facts to bring the custemey back {o the point,
Keep a smoile v your voice.

Be business-like.

Bon't be side-tracked.

Keep to the peint yousself.

Don't lose your temper.

on't be abrapt

Keep summarizing regulatly
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UNFRIENDLINESS

Some individuals are not fond of people. Some people confuse being basinesslike

with unfrigndliness. Don't take it personally.

Action Tips
#+ Smile as vou speak.

& Keep vour voice up and pleasant
Deal with the matter as guickly as possible.

Drsry't ke personal remarks.

B 4

A PLAN FOR ACTION

Customer service is about constantly
looking for ways to improve the way
that our organization does business
with fts cliemts. This may involve
improving your commucation skills
but more and more ergenizations feok
at their practices and processes and
heos they can improve them. One of
the ways o do this is to examing
cirrent gractice, ¢reste » vision for

Custemer Feedback and Retention

{gt to the facts and stay with them.
D't be sarcastic (e.g. Thask vou for caliing).

the future and then devalop models to
address the gap between present and
futre. Our “feedback and resention®
checkbist  below  allows  your
organization lo start %o question fis
surrent operations objectively. Lise
this in team mestings, menagement
mestings, as the basis for & customer
survey or simply as an  ongoing
checklist of best practice.

1. How does the organization obtain customer fecdbuck?

2. i the feedback comes in the form of & phone call, who takes the phene sall

inftially?

3. Dnes the call get transferred 1o the proser department?

4. 1f the complaint is abowt poor servige, who handles 2%

5. How iz feedback given to the peaple responsible for the peor service?
4. Are managers trained in how to give segative feedback 10 their staff?

7. Whe is responsibie for evaluating customer feodback?

8. Does customer feedback result in changes?
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9. If s0, are the changes brought to the customer's attention?
10. How long does it take for feedback to be processed?

11. Are there any examples of a customer complaint that changed the way we did
things?
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10) Importance of Communication Skills in Organizational

Performance

ffective commaunication and
managers' communication
skills are an extremely

important  issue for  effective
organizational behavior.

Effective business must succeed in atl
its aspects in order to both correspond

to the newest market trends, and
satisfy customers’ demands.

Therefore, among the most important
and vital for any crganization are:

+ Internal communication - between management and employees
+ External commumication - between the company’s staff and clients,

suppliers, vendors

The Importance of Effective Communication for Organizational

Performance

ILack of effective communication may lead to:

# Misunderstandings
#+ Lack of information

4+ Decrease in employees” performance

+« Decrease in company’s turnover, as a result

Ineffective or poor communication is
frustrating  for employees, and
becomes a source of a conflict.
Managers' inability to clearly express
their thoughts, ideas and demands
leads to employees' inability to
perform work well, according to the
company’s demands.

Such a situation may take place when
an employee is not truly aware of
what is requested of them. This
decreases  the  satisfaction  an
employee gets from the job.

Benefits of Effective Communication in the Workplace

If a manager is able to communicate
their ideas clearly, so that employees
definitely know what is asked of
them, the subordinates  will,
consequently, perform their jobs
correspondingly. On  contrast, an
aggressive way of managing reports
results in employees’ getting more

and more frustrated, often guessing
what their real faults were.

A good style of management, as well

as a  positive approach to
communication, ensures that an
employee and a  supervisor
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understand each other, and are more
effective at the workplace.

knowledge of what to do and what to
expect. For organizations, such a

Effective
workplace provides employees with a

clear

demanded

communication style creates effective
performance  of the staff, and,
consequently, increases customer
loyalty and profit.

communication in the

understanding of what is
from  them,  with

Solutions

*

*

A manager should make sure one’s communication style is positive and
effective.

The employees, if they understand the situation correctty, should
communicate the problem to the supervisor, of to the higher management in
order for the company to take certain measures for solving the problem.
Any problems can and should be communicated both among the employees
and up to supervisors.

The atmosphere inside the company should be encouraging for effective
communication so that employees, thanks to their management, clearly
realize how important communication is for each staff member personally,
and to the company in general.

Tt is very important for communication to be ‘two way’, as Business
Performance outlines, — employees should not only listen, but aiways have
a chance, and be encouraged to ask questicns, discuss, express own ideas.
Feedback mechanisms and sharing best practices internally should be an
integral part of organizational petformance, and performance management
system in particular.
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“If you wish to achieve worthwhile
things in your personal and career
life, you must become a worthwhile
person in your own self-
development.”

Brian Tracy
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11) Life-After-Retirement: How to Enjoy Your New

Lifestyle

here is no denying the fact that

I when you retire your lifestyle
too changes. This does not in
anyway mean that you will no longer
lead a happy and contended life.
Retirement can be beautiful if you
plan it well. Unlike in years gone by,
planning for life after retirement
requires much more thought and

Health:

Your health should be your first
major concern after retirement. How
best you can maintain good heafth
and remain active will determine the
lifestyle you will be able to enjoy in
the years to come. Proper diet and a

Part-Time Work or Voluntary Wo

Let us face the fact that all of us
humans possess a certain amount of
ego and pride and our jobs gave us
the opportunity to display them. That
has all disappeared now. This
happens to everyone who retires from
active service and this is what life is
all about.

Instead of worrying, think of ways
and means of adopting yourself to the
changing circumstanees.

Computer and the Internet:

Today the computer and the internet
provide vou with a wonderful
opportunity to keep yourself occupied
for several hours in your new
lifestyle. This is indeed a blessing for
many retirees who are knowledgeable
about the use of the computer. News

more money simply because our
expectations are much higher today.
The desire to lead a carefree lifestyle
after  retirement is  certainly
uppermost in the minds of most
people.

Some priority areas you should
consider are:

daily walk for about forty five
minutes will keep you fit and healthy,
Additionally joining a Senior Citizens
Club and participating in their social
activities and regular  exercise
programs will be helpful.

If you are fit and active and if you
need an additional income, you can
find a part-time job that you will be
happy with. If you are unable to get
one, the next best thing is to look for
a voluntary job. Many organizations
are manned by retired personnel
whose work ethics are greatly valued
and appieciated. Doing a voluntary
job, helping people can be very
satisfying and gives you the added
satisfaction of continuing to be in the
public eye even after retirement.

from around the world, music,
videos, complete novels are all right
there at your finger tips. You could
also be in touch with your kith and
kin by e-mail. Those not conversant
with the use of the computer can
easily gain proficiency by attending
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special classes conducted for senior
citizens.

The computer and the internet also
provide you with a great opportunity
to earn an additional income while
keeping vyourself mentally active.
Thus life after retirement can be
financially remunerative too.

You can enrot] yourself with online
paid  survey  companies  and
participate in online surveys for
which you will be remunerated.

Conclusion:

With better living standards and the
improved quality of life, the present
perception of life after retirement is
not aboul age but more about the state

Participating in oaline auctions by
enrolling yourself with e-Bay or other
auction sites is another popular way
of eaming an additional income. An
easy way of getting started is to sell
your own ilems that you have
discarded and stored away in the
basement or attic.

Starting a Blog is another way of
keeping vourself occupied and giving
expression to  your views and
thoughts online while at the same
time monetizing your Blog with
Google Adsense and other affiliate
programs.

of your mind. It is what you think you
are. So dump your fears about age
and retirement and start enjoying
your new lifestyle.
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12} Community of Practice: Learning as a Social System

ou are a claims processor
working for a large insurance
company. You are good at

what vou de, but although you know
where vour paycheck comes from,
the corporation mainly remains an
abstraction for you. The group you
actually work for is a relatively small
community of people who share your
working conditions. It is with “this
group that you learn the intricacies of
your job, explere the meaning of your
work, construct an image of the
company, and develop a sense of
yourself as a worker.

You are an engineer working on two
projects within your business unit.
These are demanding projects and
you give them your best. You respect
your teammates and are accountable
to your project managers. But when
you face a problem that stretches
vour knowledge, you turn to psople
like Jake, Sylvia, and Robert. Even
though they work on their own
projects in other business unifs, they
are your real colleagues. You all go
back many years. They understand
the issues you face and will explore
new ideas with you. And even Julie,
who now works for one of your
suppliers, is only a phone call away.
These are the people with whom you
can discuss the tatest developments in
the field and troubleshoot each other's
most difficult design chalienges. 1f
only you had more time for these
kinds of interactions.

You are a CEQ and, of course, you
are responsible for the company as a
whole. You take care of the big
picture. But you have to admit that

for vou, too, the company is mostly
an abstraction: names, numbers,
processes, strategies, markets,
spreadsheets. Sure, you occasionally
take tours of the facilities, but on a
day-to-day basis, you live among
your peers—your direct reports with
whom you interact in running the
company, some board members, and
other executives with whom you play
golf and discuss a variety of issues.

We now recognize knowledge as a
key source of competitive advantage
in the business world, but we still
have little understanding of how to
create and leverage it in practice.
Traditional knowledge management
approaches attempt to  capture
existing knowledge within formal
systems, such as databases. Yet
systematically addressing the kind of
dynamic "knowing" that makes a
difference in practice requires the
participation of people who are fully
engaged in the process of creating,
refining, communicating, and using
knowledge.

We frequently say that people are an
organization's most important
resource. Yet we seldom understand
this wuistn In  terms of the
comumunities through which
individuals develop and share the
capacity to create and use knowledge.
Even when people work for large
organizations, they learn through
their participation in more specific
communities made up of people with
whom they interact on a regular basis.
These "communities of practice” are
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mostly informal and distinct from
organizational units.

However, they are a company's most
versatile and dynamic knowledge

Defining Communities of Practic

Communities of practice are
everywhere. We all belong to a
number of them-at work, at school, at
home, in our hobbies. Some have a
name, some don't. We are core
members of some and we belong to
others more peripherally. You may be
a member of a band, or you may just
come to rehearsals to hang around
with the group. You may lead a group
of consultants whe specialize in
telecommunication sirategies, or you
may just stay in touch to keep
informed about developments in the
field. Or you may have just joined a
community and are still trying to find
your place in it. Whatever form our
participation takes, most of us are

resource and form the basis of an
organization's ability to know and
learn.

familiar with the experience of
belonging to a community of
practice.

Members of a community are
informally bound by what they do
together—from engaging in lunchtime
discussions to solving  difficult
problems—and by what they have
learned  through  their  mutual
engagement in these activities. A
community of practice is thus
different from a community of
interest or a geographical community,
neither of which implies a shared
practice. A community of practice
defines itself along three dimensions:

+ What it is about — its joins emterprise as understood and continually

renegotiated by its members

« How it functions mutual engagement that bind members together into a

social entity

4 What capability it has produced — the shared repertoire of communal
resources {routines, sensibilities, artifacts, vocabulary, styles, etc.) that

members have developed over time.

Communities of practice alsc move
through vatious stages of
development characterized by
different levels of interaction among
the members and different kinds of
activities (see "Stages of
Development").

Communities of practice develop
around things that matter to people.
As a result, their practices reflect the
members' own understanding of what

is important. Obviously, outside
constraints or directives can influence
this understanding, but even then,
members develop practices that are
their own response to these external
influgnces. Even when a community's
actions conform to an external
mandate, it is the community-not the
mandate—that produces the practice.
In this sense, communities of practice
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are

fundamentally  self-organizing systems.

Communities of Practice in Organizations

Communities of practice exist in any not bound by  organizational
organization, Because membership is affiliations; they can span
based on participation rather than on institutional structures and
official status, these communities are hierarchies. They can be found:

Within businesses: Communities of practice arise as people address
recurring sets of problems together. So claims processors within an office
form communities of practice to deal with the constant flow of information
they need to process. By participating in such a communal memory, they
can do the job without having to remember everything themselves.

Steges of Devetapment

Mative
#7 m»!mpr
g ey

1es | et part ot
: i STt

y

Across business units: Important knowledge is often distributed in different
business units. People who work in cross-functional tcams thus form
communities of practice to keep in touch with their peers in various parts of
the company and maintain their expertise. When communities of practice
cut across busingss units, they can develop strategic perspectives that
transcend the fragmentation of product lines. For instance, a community of
practice may propose a plan for equipment purchase that no cne business
unit could have come up with on its own.

Across company boundaries: In some cases, communities of practice
become useful by crossing organizational boundaries. For instance, in fast-
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moving industries, engincers who work for suppliers and buyers may form
a community of practice to keep up with constant technological changes.

Communities of practice are not a new kind of organizational unit; rather, they
are a different car on the organization's structure—one that emphasizes the
learning that people have done together rather than the unit they report to, the
project they are working on, or the people they know. Communities of practice
differ from other kinds of groups found in organizations in the way they define
their enterprise, exist over time, and set their boundaries:

+ A community of practice is different from a business or functional unit

People belong to communities of

in that it defines itself in the doing, as members develop among
themselves their own understanding of what their practice is about. This
living process results in a much richer definition than a mere
institutional charter. As a consequence, the boundaries of a community
of practice are more flexible than those of an organizational unit. The
membership involves whoever participates in and contributes to the
practice. People can participate in different ways and to different
degrees. This permeable periphery creates many opportunities for
learning, as outsiders and newcomers leam the practice in concrete
terms, and core members gain new insights from contacls with less-
engaged participants.

A community of practice is different from a team in that the shared
learning and interest of its members are what keep it together. It is
defined by knowledge rather than by task, and exists because
participation has value to its members. A community of practice's life
cycle is determined by the value it provides to its members, not by an
institutional schedule. It does not appear the minute a project is started
and does not disappear with the end of a task. It takes a while to come
into being and may live long after a project is completed or an official
team has disbanded.

A community of practice is different from a network in the sense that it
is "about" something; it is not just a set of relationships. It has an
identity as a community, and thus shapes the identities of its members.
A community of practice exists because it produces a shared practice as
members engage in a collective process of learning.

communities of practice, they

practice at the same time as they
belong to other organizational
structures. In their business units,
they shape the organization. In their
teams, they take care of projects. In
their networks, they form
relationships. And in their

develop the knowledge that lets them
do these other tasks. This informal
fabric of communitics and shared
practices  makes the  official
organization effective and, indeed,
possible.
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Communities of practice have than others. Rather, these distinctions

different relationships with the are useful because they draw
official organization. The table attention to the different issues that
"Relationships to Official can arise based on the kind of
Organization" shows  different interaction between the community of
degrees of institutional involvement, practice and the organization as a
but it does not imply that some whole.

relations are better or more advanced

Relationships to Official Organization

Relationship | Definition

: ‘relationship
Unrecognized Invisible to the organization andilack of reflexivity, :
sometimes even to members themselves : awareness of value and of
limitation

:Boatlegged Onl& vmblemformally to a circle of Getting resources, having

- people in the know an impact, keeping hidden
Legitimized ;Ofﬁcially sanctioned as a valuable entity :Scrutiny, over-
: : i management, new
: i dgmands
" Strategic ‘Widely recognized as central to the ‘Short-term pressures, |
organization's success ‘blindness of success, |
; ‘smugness, elitism, |
exclusion {

Tmnsfannative:CapabEe of redefining its environment Relating to the rest of the!
and the direction of the organization ‘organization, accephance,§

Importance of Communities to Organizations

Communitics of  practice  are peculiarities of a long-standing client,

important to the functioning of any
organization, but they become crucial
to those that recognize knowledge as
a key asset. From this perspective, an
effective organization comprises a
constellation  of  interconnected
communities of practice, each dealing
with  specific  aspects of the
company's competency—from  the

to manufacturing safety, to esoteric
technical inventions. Knowledge Is
created, shared, orpanized, revised,
and passed on within and among
these comtunities. In a deep sense, it
is by these communities that
knowledge is "owned" in practice.
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diffusion of knowledge in an
organization:

Communities of practice fulfill a
number of functions with respeet to
the creation, accumulation, and

% They are nodes for the exchange and interpretation of information. Because
members have a shared understanding, they know what is relevant to
communicate and how to present information in useful ways. As a
consequence, a@ community of practice that spreads throughout an
organization is an ideal channel for moving information, such as best
practices, tips, or feedback, across organizational boundaries.

# They can retain knowledge in "living" ways, unlike a database or a manual.
Even when they toutinize certain tasks and processes, they can do so in a
manner that responds to local circumstances and thus 1s useful to
practitioners, Communities of practice preserve the tacit aspects of
knowledge that formal systems cannot capture, For this reason, they are
ideal for initiating newcomers into a practice,

» They can steward competencies to keep the organization art the cutting edge.
Members of these groups discuss novel ideas, work together on problems,
and keep up with developments inside and outside a firm. When a
community commits to being on the forefront of a field, members distribute
responsikility for keeping up with or pushing new developments. This
collaborative inquiry makes membership valuable, because people invest
their professional identities in being part of a dynamic, forward-looking
community.

+ They provide homes for identities. They are not as iemporary as teams, and
unlike business umnits, they are organized around what matters io their
members. Identity is important because, in a sea of information, it helps us
sort out what we pay attention to, what we participate in, and what we stay
away from. Having a sense of identity is a crucial aspect of learning in
organizations. Consider the annual computer drop at a semiconductor
company that designs both analog and digital circuits. The computer drop
became a ritwal by which the analog community asserted its identity. Once
a vyear, their hero would climb the highest building on the company's
campus and drep a computer, to the great satisfaction of his peers in the
analog gang. The corporate world is full of these displays of identity, which
manifest themselves in the jargon people use, the clothes they wear, and the
remarks they make. If companies want to benefit from people's creativity,
they must support communitics as a way to help them develop their
identities.

Communities of practice structure an
organization's learning potential in
two ways: through the knowledge
they develop at their core and
through  interactions at  their
boundaries. Like any asset, these

communities can become liabilities if
thelr own expertise becomes msular.
It is therefore important to pay as
much attention to the boundaries of
communities of practice as to their
core, and to make sure that there is
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enough activity at these boundaries to
renew learning. For while the core is
the center of expertise, radically new
insights often arise at the boundary
between communities. Communities
of practice truly become
organizational assets when their core
and their boundarics are active in
complementary ways.

To develop the capacity to create and
retain knowledge, organizations must
understand the processes by which
these learning communities evolve
and interact. We need to build
organizational and  technological
infrastructures that do not dismiss or
impede these processes, but rather
recognize, support, and leverage
them.

Developing and nurturing Communities of Practice

Just because communities of practice
arise naturally does not mean that
organizations can't do anything to
influence their development. Most
communities of practice exist
whether or not the organization
recognizes them. Many are best left
alone—some might actually wither
under the institutional spotlight. And
some may actually need to be
carefully seeded and nurtured, But a
good number will benefit from some
attention, as long as this attention
does not smother their setf-organizing
drive.

Whether these communities arise
spontaneously or come together
through sceding and nurturing, their
development ultimately depends on
internal leadership. Certainly, in
crder to legitimize the community as
a place for sharing and creating
knowledge, recognized experts need
to be involved in some way, even if
they don't do much of the work. But
internal leadership is more diverse
and distributed. It can take many
forms:

+ The inspirational teadership provided by thought leaders and recognized

experts

# The day-ro-day leadership provided by those who organize activities

4 The classificatory leadership provided by those who collect and organize
information in order to document practices

4 The interpersonal leadership provided by those who weave the

community's social fabric

+ The boundary leadership provided by those who connect the community to

other communities

+ The institutional leadership provided by those who maintain links with
other crganizationat constituencies, in particular the official hierarchy
# The curting-edge leadership provided by those who shepherd "out-of-the-

box" initiatives.

These roles may be formal or
informal, and may be concentrated in
a core group or more widely
distributed. But in  all cases,

leadership must have  intrinsic
legitimacy in the community. To be
effective, therefore, managers and
others must work with communities

52

please contact us on ex — 35268, 33136, 35370 or e-mail us at

SDUguneca.org



Article of the Week, 2609 - Career Support anid Self Development

of practice from the iaside rather than
merely atempt to design them or
manipulate them from the ouiside.

Legitimizing participation.

Organizations oan sapport
communities  of  practice by
recognizing the work of sustaining
them; by giving members the time o
participate  in  activities, and by
creating an environment in which the
value  communities  bring s
aknowiedged. Te this end, # is
imponznt 10 have an  institwtionat
discourse  that includes this less-

Negotiating their strategic context

fn what Richard McDermon calls
"double-knit organizations,” people
sork in teams for projects but belong
fo  longes-lived  communities of
practice  for  maintaining  their
expertise. The value of team-based
srojects that deliver angible prodigis
is gusily recogmized, but if i alse
casy {0 overlook the potential cost of
stheir short-term focns. The leaming
that communities of praetice share is
just as oritical, but its Jopger-ierm
vaiue 15 mors subtle to appreciale,
Crganizations must therefore develop

Being attuned 1o real practices.

Te be suceessfhl, organizations must
leverage  existing  practices.  For
instancs, when the customer service
fusetion of a2 large corporanien
dechiled f combine service, sales,
and repairs under the same KOO
number, researchers from the Iastitute

Nurturing communities of practice in
organizations includes:

resngnized dimension of
organizational tife, Merely
mirodusing the wrm "communities of
practice”  mto  an  crganization's
voeabulary can have a positive ¢ffeet
by giving pecple an opportusity 1o
falk abowt how their participation in
these groups  contributes 0 the
organization ag a whole.

& ctear senst of how kpowledge is
finked to business strategies and use
this  undersmanding w0 help
communiiies ¢of practice articulate
their sirgtegic valus. This involves a
process of negotiation that goes both
ways. It includes understanding what
knowledge-and  therefure  swhat
practices—& given SEACEY Tequircs.
Conversgly, it 8iso includes paying
affention fo what  emergent
commuaiiies of practice indicate with
regard  to  potential  strategic
directions.

for Research on Learning discovered
that people were already learning
from each other on the job while
angwering phene calls. They then
instituted & leaming  strategy  for
combining the three finctions that
tock advantage of this gxisting
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practice. By leveraging what they
were already doing, workers achieved
competency in the three areas much
faster than they would have through
traditional training. More generally,
the knowledge that companies need is

Fine-tuning the organization.

Many elements in an organizational
environment can foster or inhibit
communities of practice, including
management interest, reward systems,
work processes, corporate culture,
and company policies. These factors
rarely determine whether people form
communities of practice, but they can
facilitate or hinder participation. For
example, issues of compensation and
recognition often come up. Because
communities of practice must be self-
organizing to leam effectively and
because  participation must be
intrinsically  self-sustaining, it is
tricky to use reward systems as a way

Providing support.

Communities of practice are mostly
self-sufficient, but they can benefit
from some resources, such as outside
gxperts, travel, meeting facilities, and
communications  technology. A

usually already present in some form,
and the best place to start is to foster
the formation of communities of
practice that leverage the potential
that already exisls.

to manipulate behavior or micro-
manage the community. But
organizations shouldn't ignore the
issue of reward and recognition
attogether; rather, they need to adapt
reward systems to support
participation in learning
comenunities, for instance, by
including community activities and
leadership in performance review
discussions. Managers also need fo
make sure that existing compensation
systems do not inadvertently penalize
the work inveolved in  building
commurities.

companywide team assigned {o
nurture community development can
help address these needs. This team

typically

# provides guidance and resources when needed
# helps communities connect their agenda to business strategies
# encourages them to move forward with their agenda and remain focused on

the cutting edge

# makes sure they include all the right people
+ helps them create links to other communities
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Such a team can also help identify
and eliminate barriers to participation
in the structure or culture of the
overall organization; for instance,
conflicts between short-term demands
on people’s time and the need to

participate in learming communities.
In addition, just the existence of such
a team sends the message that the
organization values the work and
initiative of communities of practice.

The Art of Balancing Design and Emergence

Communities of practice do not usually require heavy institutional infrastructures,
but their members do need time and space to collaborate. They de not require much
management, but they can use leadership. They self-organize, but they flourish
when their learning fits with their organizational environment. The art is to help
such communities find resources and connections without overwhelming them with
organizational meddling. This need for batance reflects the following paradox: No
community can fully design the learning of another; but conversely no community

can fully design its own learning.
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13) Becoming a Sage:
Development

eople define SHCCESS
Pdiffcrently. For some, success

means having achieved
financial security or career pinnacles,
Some people judge their success by
the positive impact they have made
on others whether these are clients,
students, associates, or family. Other

The Keys to Life-long Self -

successful people have acquired a
level of expertise that is recognized
and respected by peers. But despite
these differing definitions of what
constitutes success, successful people
themselves have similar
characteristics.

«  First, they are self-confident without being arrogant. This comes from being
self-aware: knowing one’s strengths and weaknesses, knowing one’s goals
and remaining true to one’s values and capabilities.

»  Second, they are willing to grow by challenging their limits of knowledge

and experience.

s And third, they are willing to reflect and learn from experience,

Webster’s Dictionary defines a
“sage” as one who is wise through
reflection and experience. In ancient
cultures, a group’s sages were those
who had experienced rich Fives and
were thoughtful about what they had
learned through these experiences.

In contempaorary times,
groundbreaking research by the
Center for Creative Leadership in the

late 1980s found that successful
executives were those who had
benefited from the “lessons of
experience.”

So from these common traits of
successful people, those swriving for
success can seck fo practice three
fundamental steps to self-
development.

Self-development Step: Know Thyself

This is the most basic tenet of psychology, self-improvement, and etnotional
intelligence. If you think you need to get to know yourself better, try these basics.

+ Solicit Feedback Regularly: Perception is reality. Seek to understand
how people perceive you. You may not be achieving the impact you expected
in leading or working with others. You can not adjust your approach without
the benefit of feedback that can inform you in terms of how your intentions
were received by others. Be proactive in finding out what people think about
vou and vour style of interacting and your approach. Be open to and
appreciative of the feedback vou receive, not defensive. Seek to understand

rather than to be understood.

+ Reflect on Performance: Some successful people are gregarious and
extroverted while others are reserved and introverted. But all successful people
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know how to spend time alone being reflective and thoughtful about recent
performance and behavior. Take time every day to reflect on the day’s work
and interactions.

Always take ample time at the conclusion of major elements of work to reflect
on the quality of what you produced and the effectiveness of your work with
others. The key to reflecting on performance is remaining balanced in your
self-assessment. Be self-critical: understand what you could have done better
and learn from these mistakes. But also acknowledge success whenever
warranted: celebrate and take pride in what you have done well.

Know Your Strengths and Weaknesses: As you collect feedback
and reflections, come to understand your personal strengths and weaknesses.
Know that everyone has both. Successful people build success from their
strengths while they limit the negative impact of their weaknesses. The reason
to identify your key strengths and weaknesses is not so that you can improve
your weaknesses. [t is much more important to identify your key strengths and
leverage these.

The management guru, Peter Drucker, in his classic article, “Managing
Oneself”, states: “One should waste as little effort as possible on improving
areas of Jow competence. i takes far more energy and work to improve from
in-competence to mediocrity than it takes to improve from first-rate
performance to excellence. And yet most people . . . concentrate on making
incompetent performers into mediocre ones. Energy, resources, and time should
2o instead to making a competent person into a star performer.”

Know Your Joys and Passions: Be in wune to your emotions as you
engage in your work. We all need to do elements of work that are tedious or
displeasing, but the bulk of how you spend your day should satisfy you and
make you feel good about your contributions and the impact of your efforts.
Success is difficult to achieve without that level of satisfaction. Know that
people who excel enjoy what they do and do what they enjoy.

As stated earlier, contemporary research affirms what ancient societies have known
atl zlong: those who are the wisest amongst a group are those who have had rich

experiences and have learned from them. Consider these aspects of learning from

experience.

+ Development Occurs Within the Context of Work: During most of

the 20ih century, companies and their employees tended fo think about
professional development as something that happened away from the job, in
classrooms and workshops and seminars. These development options are useful
to build basic skills and provide opportunity for workers to interact within a
cohort, but they do not compare with the capacity for development of real skills
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lzarned on the job and through the experiences of meaningfil work with real
implications and results.

+ Growth Occurs Through Challenge and Stretch: Once one
achieves a level of comfort and ease within their job responsibilities then high
performance may continue but growth and development will not. Individuals
with the highest potential and talent need to continue to grow until their
potential is reached. This means applying & consistent level of tension with
respect to challenging the individual’s skills, perceptions, and experiences. The
appropriate “stretch™ for development is consistently requiring job expectations
that are just beyond thosc skills already mastered.

+ Diversity of Experience and Depth Versus Breadth: Know that
one’s career goals need to shape career experiences or else career experiences
will shape career potential. Understanding how to apply this goes back to the
tenet of “Know Thyself” Know how you will define your career success so
you can build the appropriate career path fo get there. Are your passions
energized through expertise: would you like to know all there is to know about
a particular area? If so, you need to build an expert’s career that is deeply
steeped within that arca of expertise.

Or perhaps your passions arc energized by leading broad sets of people and
your vision stretches across an organization or industry. In this case you need to
build a leader’s career that is broad and encompasses a variety of knowledge
and perspective. However, whether you are building depth or breadth, diversity
of experience is critical to ongoing development. Always be fooking for the
next challenge, the newest goal that will mix things up and add another fayer to
the fabric of your career.

+ Apply Your Lessons of Experience: So, an important distinction in
understanding how to develop through experiences is that the experience itself
is onty half the task. What is critical is that you /earn from the experience and
thus apply these lessons to future experiences. Again, this requires reflection
and self-awareness and purposeful cognizance relative to learning. “What did I
learn from that?” is a common question you should ask yourself following
successes and failures. And when you have your answer to that question, be
sure it is applied to your next experience.

Learning from the experience — the task, the challenge, the work, the goals - is
only half of the lesson’s potential. Each experience puts you in touch with
people — clients, peers, reports, bosses, teachers and mentors - all of whom
have their own sets of tessons for you.
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Seek Diversity of Perspective: Just as you should seck diverse
experiences 1o cxpand vour skill set, vou should also seek diverse perspoctives
o expand your own thinking. We all enjoy and have a comfort level with
people who are “like me,” But these people will only reinforee your current
thinking without necessarily gxpanding or challenging vou t think differenty
- and just as in experiences, collecting diverse perspectives resulis in growth
and development.

Observe Others: Be a people watcher. Be aware of how vour solleagues
imteract with others and assess what works and what doesn't. Leam from those
solleagaes who are effective — berrow their strategies and approaches. Leam
from those colleagues who are meffective — guard against making the same
mistakes you se¢ them make as they interact.

Exposure, Exposure, Exposure: Anytime you <an work on a project
il exposes you {0 pew coDicks, new audiences, new netwerks -~ do it
Remsember this: it isn’t really about who you kaow but & is all abowt who
kaows you,

Soficit Feedback Regidarly and Ask for Support: Okay, so you
heard this one already in Step One. It's that imporiant to Liear i ugain, One way
you learn from people s to fearn what they think about you and can provide
feadback sbout how cffective vou are In interacting with them. When you
receive feedback that requires you to adjust your behavior or experiment with
new wiays of interacting, sk your feedback providers to sapport you and help
you e improve by reminding you when vou ship back to old patierns or
acknowledging you when you successfully mmplement new ones,

Networks: Successful people are well networked, period. [t may seem as
though their broad and loyal netwerks of friends and associates are efforifess
and paturaily stracted 1o the successful person’s charsmatic sivie. Bt the fruth
is probably more likely that the suceessful person works haed to keep connected
w these networks by remaining cogrizant of comings and goings and by
keeping preaciive sad systermtic goats 1o stay connected.

Manage Your Own Performance Management: Development on
the job abmost always means needing to leamn from your boss. But some of os
are more diessed than others when it comes 10 bosses who are natura! coaches
and mentors. Don't let a bosg whe s poor in performance management deprive
vour of the lessons vou aeed o learm from him or her. Be proactive and
persistent. Manage upwards: schedule time with him or her, come prepared 1o
the meeting with a structured agenda, a self-assessment of recent performance,
and &e prepared W solicit feedback direetly,

T Clesing, wisdom and success are within everyone’s reach through three steps
vou should practice dadly.
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» Know thyself. solicit feedback, reflect, do what you love!

+ Learn from experience: use work to learn, challenge yourself, expose
yourself to diverse experiences, and apply your lessons of experience.

+ Learn from people: seck diversity of perspective, be a people watcher,
seek exposure, ask for support, maintain your networks, and take
respensibility for your own performance management.
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14) Promote your Personal Growth and Motivation

here is no denying the fact that
when you retire your lifestyle
oo changes. This does not in
anyway mean that you will no longer
lead a happy and contended life.
Retirement can be beautiful if you
plan it well. Unlike in years gone by,
planning for life after retirement

Some priority areas you should consider are:

Health:

Your health sheould be your first
major concern after retirement. How
best you can maintain good health
and remain active will determine the
lifestyle you will be able to enjoy in
the years to come. Proper diet and a

Part-Time Work or Voluntary Wo

Let us face the fact that ail of us
humans poessess a certain amount of
ego and pride and our jobs gave us
the opportunity to display them, That
has all disappeared now. This
happens to everyone whe retires from
active service and this is what life is
all about.

Instead of worrying, think of ways
and means of adopting yourself to the
changing circumstances.

Computer and the Internet:

Today the computer and the internet
provide your with a wonderful
opportunity to keep yourself occupied
for several hours in your new
lifestyle. This is indeed a blessing for
many retirees who are knowledgeable

requires much more thought and
more money simply because our
expectations are much higher today.
The desire to lead a carefree lifestyle
after  retirement  is  certainly
uppermost in the minds of most
people.

daily walk for about forty five
minutes will keep you fit and healthy.
Additionally joining a Senior Citizens
Club and participating in their social
activities and regular  exercise
programs will be helpful.

If you are fit and active and if you
need an additional income, you can
find a part-time job that vou will be
happy with. If you are unable to get
one, the next best thing is to look for
a voluntary job. Many organizations
are manned by retired personnel
whose work ethics are greatly valued
and appreciated. Doing a voluntary
job, helping people can be very
satisfying and gives you the added
satisfaction of continning to be in the
public eye even after retirement.

about the use of the computer. News
from around the world, music,
videos, complete novels are all right
there at your finger tips. You could
also be in touch with your kith and
kin by e-mail. Those not conversant
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with the use of the computer can
easily gain proficiency by attending
special classes conducted for senior
citizens.

The computer and the internet also
provide you with a great opportunity
to earn an additional income while
keeping vyourself mentally active.
Thus life after retirement can be
financially remunerative too.

You can enroll vourself with online
paid  survey  companies  and
participate in online surveys for
which you will be remunerated.

Conclusion:

With better living standards and the
improved quality of life, the present
perception of life after retirement is
not about age but more about the state
of your mind. It is what you think you

Participating in online auctions by
enrolling yourself with e-Bay or other
auction sites is another popular way
of eaming an additional income. An
easy way of getting started is to sell
your own items that you have
discarded and stored away in the
basement or attic.

Starting a Blog is another way of
keeping vourself occupied and giving
expression to  your views and
thoughts online while at the same
time monetizing your Blog with
Google Adsense and other affiliate
programs.

are. So dump your fears about age
and retirement and start enjoying
your new lifestyle.
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15) Qualities of a Good Mentor

good mentoring relationship
provides new employees as
well as interns with someone

that will share their professional
krowledge and expertise in the field.
A good mentor is available to answer
any questions relevant to the job.
Good mentor-mentee  telationships
are a two way street; consequently, if
vou want a good relationship with
your mentor, become a good mentee.
This requires a genuine interest in

your mentor and a willingness to do
what it takes to become successful as
an intern or new employee in the
field. Following suggestions and
recommendations as well as reading
all pertinent literature available in the
field is a good way to show your
mentor that you are committed to
being successful and that you take
your carcer and responsibilitics
seriously.

A good mentor possesses the following qualities:

1. Willingness to share skills, knowledge, and expertise.

A good mentor is willing to teach
what he/she knows and accept the
mentec where they currently are in
their professional development. Good
mentors can remember what it was
like just starting out in the field. The

mentor does not take the mentoring
relationship lightly and understands
that good mentoring requires time
and commitment and is willing to
continually share information and
their ongoing support with the
mentee.

2. Demonstrates a positive attitude and acts as a positive role model.

A good mentor exhibits the personal
attributes it takes to be successful in
the field. By showing the mentee

what it takes to be productive and
successful, they are demonstrating the
specific  behaviors and  actions
required to succeed in the field.

3. Takes a personal interest in the mentoring relationship.

Good mentors do not take their
responsibility as a mentor lightly.
They feel mvested in the success of
the mentee. Usually this requires
someone who is  knowledgeable,
compassionate, and possesses the
attributes of a good teacher or trainer.
Excellent communication skills are

also required. A good mentor is
committed to helping their mentees
find success and gratification in their
chosen profession. Overall good
mentoring requires empowering the
mentee o develop their own
strengths,  belicfs, and personal
attributes.
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4. Exhibits enthusiasm in the field.

A mentor who does not exhibit
enthusiasm about his/her job will
ultimately not make a good mentor,

5.

Mentors are in a position to illustrate
how the field is growing and
changing and that even after many
vears there are still new things to
learn. Anyone that feels stagnant in
their current position will not make a
good mentor. When starting out in a
new career, people want to feel that
the time and energy they spend
learning will be rewarded and will
ultimately provide them with career
satisfaction. (Good mentors are
committed and are open to
experimenting and learning practices
that are new to the field. They

6. Provides guidance and constructive

One of the kéy responsibilities of a
good mentor is to provide guidance
and constructive feedback to their
mentee, This is where the mentee will
most  likely grow the most by
identifying their current strengths and
weaknesses and learning how to use
these to make themselves successful

Enthusiasm is catching and new
employees want to feel as if their job
has meaning and the potential to
create a good life.

Values ongoing learning and growth in the field,

continually read professional journals
and may even write articles on
subjects where they have developed
some expertise. They are excited to
share their knowledge with new
people enfering the field and take
their role seriously in teaching their
knowledge to others. They may
choase to teach or attend classes to
further develop their knowledge and
skills. They enjoy taking workshops

and attending professional
conferences provided through their
membership in professional
associations.

feedback.

in the field. A good mentor possess
excellent communication skills and is
able to adjust their communication to
the personality style of the mentee. A
good mentor will also provide the
meniee with chaillenges that will
foster professional development and a
feeling of accomptishment in leamning
the ficld.

7. Respected by colleagues and employees in all levels of the organization.

Ideally mentees look up to their
mentors and can sce themselves
filling the mentor's role in the future.

Mentees want to follow someone who
is well respected by colleagues and
co-workers and whose contribution in
the field is appreciated.

8. Sets and meets ongoing personal and professional goals.

A good mentor continually sets a
good example by showing how

histher personal habits are reflected
by personal and professional goals
and overall personal success.
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9. Values the opinions and initiatives of others,

A mentor who values others is also apprecaies the ongoing ¢ffort of the
someone who works well in a team mentee  and  empowers  hinvher
environment and is willing to share | through posiive  feedback  and

hisher sucess A good  menter | reinforcement.

10, Mativates others by setfing a good example,

The ultimgle success of being & good mentor.
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16) Career Mobility: A Choice or Necessity?

hat i miggering  the
indusirial,  occupational,
and geographical mobility

of todey's workers? Seme believe it is
& rtesponse fo  downsizing - and
restructuring.  Others  believe it
reflects @ pursuit for job advancement

and a better quality of life. This
Digest  examines the  factors
iriggering workers' career mobility
and suggests ways workers can use
career mohility te capitalize on the
dyamics ol 4 changing workplace.

FACTORS CONTRIBUTING TO CAREER MOBILITY

Job mobility an the ULS. work force
has become the standard employment
patterm  in today's  workplace.
Between 1991 and 1996, the median
Jab tenure for men 25-64 years of age
foll by an average of approximately
19 peroent, with older workerss most
affected: males 35-64 vears of age
had a 29 percent drop in tenure and
makes 4534 vears of age, a 23
percent drop {Koretr 1997) Although
the job tenure of fomales remained

somewhat constant during this period,
this wmay reflect the increased
mambers of women who have entered
the work force dering these same
yeass sather than stable job enue
patterns. According 1o the Bureau of
Labor Swatistics. 19 percent of the
work force switches jobs every vesr
(Henkoff' 19961, The following are
some of the factors comiributing to
the career mobitity of tday's
WOTKEFS,

SEARCH FOR COMPETITIVE EMPLOYMENT POSITIONS

Organizational downsizing,
oulseurcing, and restructuring have
¢liminated many positions of mid-
fevel managemen? {Appelbave: and
Samtiagge 19971 The wypical mid-
management workers ia transition are
4538 years old with over 20 vears of
Job fenure (Unger 1995). Many older
workers nearing retirement age are
#is0 in transition as organizations
mersasingly offer them incentives to
leave their jobs early. For the most
part, these workers are not without
skills, nar are they {he viclims of age
discrimination. It is just that the skills
they have andvor their job functions

no longer fit their organizations; they
are outdated, Workers whaose skills or
motivations no longer it the
orgatization are being climinated,
YOver the past two deeades, Forfune
500 companies kave laid off millions
of  workers to re-enginger
organizational functions” (Borchard
1995, p. 9. Knowing these facts,
many workers who want (0 re@in 4
competitive  position in the work
force sre movisg 10 goquite now
skills that will enable them o fulfili
new rofes. They are faking risks
(same imposed and some elected) o
tackic the unfamiliar and develop the
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skilts they need to assume new and
challenging  positions in  the

workplace.

PURSUIT OF A GOOD CAREER MATCH

Young workers typically demonstrate
their quest for a pood career match by
frequent job moves. According to
Feller (1996), "as many as 50% to
60% of all new hires leave their jobs
within the first seven months” (p. 93).
Some job churning may be due to
Timited knowledge of  job
requirements and unrealistic job
expectations. For more experienced
workers, the job hop may reflect an
attempt to step up the career ladder.
A person may have ene or two short-

term jobs, but when that employment
pattern is extensive, it can have a
negative influence on an employer's
decision to hire. Therefore, job
hopping in search of a satisfying
career should not become a way of
life. Because it is costly to hire and
train new workers, some employers
believe that a worker must remain
with a company for at least 4 years to
enable the company fo recover hiring
costs alone (Blyth 1996),

DESIRE FOR CAREER ADVANCEMENT

Some workers leave their jobs
because they perceive this is the only
way to advance. In organizations
characterized by downsizing and
restructuring, there are fewer
opportunities for people to move up
the traditional career ladder. Many
mid-leve]l management positions have
been eliminated, causing the number
of qualified candidates to exceed the
number of job opportunities. In
addition,  innovations such  as
precisien manufacturing and
networked computer terminals are
enabling companies to  realize
increased levels of productivity with
fewer workers. As  companies
outsomrce  functions  previously
performed in  house, they also
climinate intermal opportunities (Kaye

1996). For workers who have high
career aspirations, these conditions
trigger career movement.

"The Glass Ceiling" phenomenon has
prompted many female managers to
leave their organizations because of
the lack of advancement
opportunities. A recent study by the
u.s. Department of  Labor
corroborates  the lack of equal
opportunity for top-fevel positions of
the organization. "At the highest
levels of corporations, the promise of
reward for preparation and pursuit of
excellence is not equally available to
members of all groups" (Stroh 1996,
p. 102).
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SEARCH FOR PERSONAL SATISFACTION

Boredom, mismatched values, and
conflicts with other 1ife roles can
create persomal unrest and trigger job
mavement—-upward, downward,
lateral, and outward. Job
Jissatisfaction oconrs for any oumber
of reasons, Boredom often ocours
when people plateau in their jobs—
when their skills and the diroction of
the organization become stagnang
(Kayve 19965 People who ame
favelved in work that lacks personal
meaning and value alse experience
job dissatisfaction, a mjor reason for
initiating job transition.  Another
Feason individual’s plan transition
fromi one job 1o another &5 besause
shedr current jobs are in condlict with

other  priorities, e¢g., marriage,
children,  parents, and  oulside
interestsall of which take time and
effort. in a pol commissioned by the
Merck Family (Ehrenreich 1995), 72
percent of the male respondents and
87 percent of the female respondents
stated that they want mose time to
spend with their children, Twenty-
eight percent said they voluntarily
ook a pay cut in the last year to make
such changes in their lives. Sales of
sgch beoks as YOUR MONEY OR
YOUR LIFE (Dominguez and Robin
1992} are another indication of the
changing values and priorities of
many workers that precipitate career
mobility (Griffin 1995}

WAYS TO CAPITALIZE ON CAREER MOBILITY

Whether career maebility s initizted
by the employer because the tasks,
skills, or chamcleristics of piven
workers are no longer needed or by
workers because they are dissatistied
with some aspect of their jobs or
organizations, connecting with new

v HAVE A POSITIVE ATTITUDE
Looking at fiture opportunities with
enthusiasm and &5 3 chance fo tackle
new cimblenges can enhance the
recopnection  process.  For  many,
transition can lead o selfrenewal--to
a reassessment of existing skills and
the development of new skills that
will enable them to be competitive in
# rapidly changing warkplace, "In the

employment <an be unseitling It
requires change and change demands
flexibility aad COMETOMHSE.
Following are some ways workers
can use career mobility to capitalize
on opportunities in the workplace,

garly 19905, one university president
teld ncoming freshmen that as many
as 85 percent of the jobs thal will be
availeble by 2010 haven't even heen
thought of yet! He also predicted that
these students should expect to have
4 {0 § career--not job--changes during
their working life” {Lnger 1993, p,
44,
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¢ DEVELOP NEW SKILLS AND COMPETENCIES

Skill enhancement through
continuing education and training can
open new doors to workers in
transition. In the new workplace,
characterized by continuous
improvement, international quality

standards, self-management,
teamwork, and  high  skill-high
performance expectations,

supervisory and quality control tasks

are moving to the hands of all
workers. As @& result, the skills
required for successful employmemnt
are growing in number and expanding
in function. Some educators believe
that "the fastest growing and
economically most promising
positions are technical jobs requiring
fraining beyond high school but less
than & four-year degree' (Feller
1996, p. 148).

# ENGAGE IN CAREER EXPLORATION

Carger  exploration and  self-
assessment are another area of focus
for workers in transition, who may be
young adults between the ages of 28
and 35, who are prompted to move
from an existing job to learn if there
is something rmore satisfying out
there; mid-career adults, 40-55 years

% BE WILLING TO COMPROMISE

Successful transitions may also
require the development of realistic
Jjob reward expeciations and an
attitude of compromise. Workers
moving to  smaller, mid-sized
companies may find that they must
accept reduced salaries, benefits, and
Job security, which may require a
readjustment of financial geals and
spending habits. Even if a new job
provides the same salary, the benefits
may be less than in the previously

# SEEK CAREER COUNSELING
For those whose work history has
been characierized by "job chuming,”
carcer counseling may be necessary.
Two reasons for successive job
changes that have implications for
school-to-work transition efforts are
the lack of appropriate job matching
and the failure of newly hired

old, who are searching for work that
they deem worthwhile, and early
retirees (55 years and beyond) who
want to build careers in  new
directions. The patterns established to
acquire new skills and  selfs
knowledge during the transition
period can set the stage for lifelong
learning.

held job. "A Commerce Department
Survey found that only 32 percent of
3.4 million men age 25 to 54 who
changed full-time jobs from 1991 to
1993 had employer-sponsored health
insurance in their new jobs, compared
with 49 percent who had coverage
under their old employers. And,
among 1.8 million similar female job
changets, the incidence of employer-
sponsored coverage fell from 46
percent to 30 percent" (Koretz 1995,

p. 38).

workers to allow time to become
acclimated to the job. Educators can
facilitate fransitions by providing
students  work-related  experience
through internships, work experience
programs, mentoring, and so forth.
Coaching on the need to allow time to
learn the ropes, become familiar with
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the company rules/regulations, and
become socialized to the new
situation is another way educators can
+ BE CREATIVE

Exploring alternative ways to deal
with job dissatisfaction may reduce
Jjob hopping. Not all efforts to step up
the career ladder require movement fo
& new organization. Sometimes career
advancement can be achigved by
developing new skills and a
willingness  to  assume  new
responsibilities. Lateral shifts offer
another way to achieve career
mobility  without leaving  the
organization, Employees can often
breaden their knowledge and skills by
shifting to a part of the organization
that is targeted for expansion or
restructuring with new technology.
"Downshifting” provides another
alternative for workers who are
dissatisfied with their jobs by
enabling them to retumn to aspects of
their jobs that are more enjoyable or
present a personal challenge. For
example, a school administrator may
recognize that his/her  greatest
enjoyment and sense of
accomplishment came from teaching
and, subsequently, initiate a return to

Career mobility is a trend that is
likely to continue as workers assume
more responsibility for their career
development and advancement. The
factors influencing mobility may
change, but the ways of using it as a

help young workers make successful
work transitions {Feller [996).

the classroom. Downward shifts may
also make it possibie for individuals
to incorporate other priorities more
regularly into their daily lives, such
as further education, heaith needs,
and family.

Alternative  employment  patterns
offer another option for workers in or
anticipating transition because they
are dissatisfied with their current full-
time status, Because part-time
employment offers flexibility for the
organization as well as the worker,
nearly 75 percent of all emplovers in
a survey conducted by Work/Family
Directions indicated they now permit
part-time employment compared to
50 percent in 1992 ("FYT" 1996).
Flextime,  another  employment
option, is also  increasing in
acceptance. 1n the same 1996 survey,
"57 percent of the employers offer
flextime today compared with only
48 percent in 1992" (ibid, p. 1). Job
sharing and telecommuting, although
still rather new, have the potential to
hecome more widespread in future.

tool for capitalizing on the dynamics
of the changing workplace demand
continued skill development, self-
refiznce and resilience, and lifelong
learning.
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17} Inferviewing Skills for Applicanis: Top tips for tough

inferview questions.

he best defense for any job
applicant is to prepere for an
ipterview well in advance by
angietpating  tough  questions  and

The Function of a Job Interview

The wheic point of a job inferview is
not just to evaluate an applicant’s
skills and accomplishments, bot also
to ensure applicants are p good “if”
for the company. Interviewers alsc
want 10 see Bow applicants react in
high pressare situations.

preparing answers that focus on how
he or she can contribute to the
emplover and why he or she is the
best candidate for the job.

Interviewers focus on certain types of
guestions  te  elicit  as  muoch
information as possible from the
applicant. Most guestions also have
an underlying purpose and answers
often fell the interviewer more than
the spplicant may assume.

Types of Tough interview Questions

Exassples of common tough inferview questions include:

Tell me abowud yourselt
What is vour greatest streagth 7
What is vour greatest weakness?

What are your salary expectations?

Why do you want ks work $or us?

Where do you see yourseH in 8710 years ime?

Abstract questions e.g. IF vou could be a cartoen character, who would vou
be?

8. Behaviour based questions e.g. Tell me about & time when. ..

e

Preparing Answers for Tough Interview Questions
Heze are some suggestions for how fo answey difficel questions:

1. Telf me about yourseif:

background  that  illustrates  the
contribation they can make to the
company {eg “For the past four
vezrs | bave focused on preparing
myself for a easeerin.. by .7

Appiicanis should prepare a one to
twe minule description of themselves
that illustrates their potential value to
the emplover. They should give
relevant  information  about  their
academds, fchnical and prafessional

ki3
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2. What is your greatest strength?

Applicants should avoid giving any obvious answers, butl rather give concrete
examples and evidence (e.g. “My previous supervisor said...”).

3. What is your greatest weakness?

It is again best to avoid an obvious answer like “[’'m a perfectionist”. Rather,
applicants should choose a weakness that is not toa serious and won’t affect their
performance on the job. They should leave the interviewer with a positive thought
by de-emphasising the weakness and focusing on what they are doing to overcome
the weakness.

4. What are your salary expectations?

Applicants should research expected salary ranges for the position and request
what they think they are worth within that range, They should back up their
answers by drawing attention to their qualifications and experience.

5. Why do you want to work for us?

This question gives applicants a chance to illustrate what they know about the
company. Applicants should give specific reasons related to what they know about
the employer and what genuinely interests them about the company. Applicants
should focus on what they can contribute, rather than what they can get out of the
job/company.

6. Where do you see yourself in 5/10 years time?

Applicants should not identify specific positions, but rather indicate areas in which
they want to improve their professional skills and where they see themselves
increasing their level of responsibility.

7. Abstract questions

The interviewer is testing whether applicants can think on their feet. It is best to
think carefully and respond with an answer — regardiess of what one comes up
with, anything is better than “[ have no idea.” Applicants should then briefly
expiain their choice.

8. Behaviour based questions

Applicants should think about and prepare examples from their academic,
professional and social lives that illustrate where they have shown leadership, dealt
with a conflict, failed and succeeded. These “stories” can be applied to many
behaviour based questions. Applicants should always try and illustrate how they

12
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showed initiative, and they should ensure that they focus on a pusifive outtome,
Applicants should prepare an answer that describes the situstion, what action they
took and what the result was,

Final {ips for answering Tough Questions
Throughout the interview, applicants should remember to:

Take a few seconds to collect thes thoughts

Avoid yes or no answers

Give balanced answers to behiaviour based questions
Focus on the position and what they can bring fo it

“Fry to relate thefr answers o the dutiss of the position
Avoid criticising previous emplovers, staff or instruciors
Be prepared to lead or initiate discussions

Emsure they have prepared questions for the intervicwer
Muaintain eve contaot and avoid fidgeting

TR TR

Preparing answets for toagh inferview guesiions in advance will help the applicant
feel confident and relaxcd, muke the nterview process a far more relaxing snd
wornthwhile experience. and belp land the job,
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18} The Power of Positive Thinking

positive outiook when maay of us

face issues in evervday life fhat
prevent us from sseing the posifive
side and outcome of the situation,
How can we think positive fhoughts
when the issue s negative like facing
& death of a loved one of losing your
favonite job? Wall, every human
being’s mind thinks nd  acts
differently. Knowing the power of
positive thinking can improve your
Life, not enly in your personal Hife but
in your workplace as well. To know
and  understand  the process of
thinking positively you have 1o be In
the right mindset and actually believe
that pasitive thoughts do create your
rmality, which is vour everyday life.
By chanping the way vour mind
assesses issues in your life, the power
of positive thinking can be vour key
to happiness in life and a successful
career. Pesitive thinking & considersd
# inental attitude that admits into the
mind and helps us o generte words
and images to expand alr growth and
success.  However, mot  gvervone
believes in positive thinking, bet
those people don't have positive
siiitudes towerds life. Those of us
that do believe in pusitive thinking
kaow that it works. Most people can
catch on to positive thinking very
quickly, bt fisst they have & positive
attitude and believe Sl posilive
things can happen when you have the
right mindset. You seed to be able o
understand and beiieve that positive

It is very hard to think znd kesp a

thinking dees work: you just have to
believe in it

Your body produces positive energy
which then generates o other people
around vou, znd they can feel that
positive energy coming flom you;
just like they would feel wyour
uegative  energy.  When in g
workplace, if you are ndt & posifive
person,  your Co-workers are not
going to want to be aromd you,
Thesefore, if vou give & positive
atttfude towards vour work and others
around you, more peopte will feel
that positive energy that your boddy is
giving off, and they will know that
you are a pleasant persen o be
arvgnd.

To develop the power of posifive
thinking, most imponantly you need
to change your vocabulary Fram “f
can’t,” and “T°H fry 5, change your
words to ! ¢an,” and “T am able w.”
Chatiging  your  vocabulary  will
changs the way you think, act and
talk, not iust towards vourself but
dlso to people around you and will
improve your everyday life. Being a
positive person 1s beneficial o vour
heatth and well bemng. Thinking
positive makes us stronger, happier
and healthier. By enforcing positive
thinking into your lite, you will he
able to  handle those stressfil
situations  that once  oocurred.
Hemember,  think  positive oot
negative; it is e Law of Attraction.
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CREATING POSITIVE EMPLOYEE ATTITUDE

Creating a positive employee attitude
can be difficult at times, but it’s the
most important thing that you can do
as a manager. Having negative
energy at work drains all of your
energy in your body, it makes you
feel tired, weak and it’s very hard to
focus, Creating a positive employee
attitude will help everyone be more
positive and happy in the marning;
therefore, work will be more
enjoyable to go to every morning.

In order to educate your ¢mployees
about creating a positive attitude in
the workptace, you have to already be
in the mindset yourself. By doing this
you will

be able to set a good example for
vour employees to observe and
follow. You also need to create an
active team-working atmosphere to
help your employees be motivated to
have a positive attitude in your
workplace and  toward  their
coworkers.

First, you need io start by having a
seminar session. In this session you
need to introduce to your employees
their importance to the company and
that they are the ones that contribute
to helping yowr company be
successful, Discuss the difference
between positive and negative

attitudes employees’ project in the
workplace and how those attitudes
affect the workplace environment.
Explain to them changing their
behavior to being a positive person in
your workplace and how it can
benefit them not only at work but also
in their everyday lives. To conclude
the seminar, you should be
encouraging those positive attitudes,
that will create better relationships
between each individual co-worker. 1t
also opens new doors of opportunity
for your employees to be able
thinking positively together which
will help to generate new ideas, learn
positive decision making skills and
effective  communication in  the
workplace. Dealing with the negative
attilndes you need to address each
negative attitude, and meet the needs
of the employees, to help them
behave positively. Let them know
that the negativity is what is holding
them back from succeeding in their
lives.

This seminar will open many new
doors of opportunity and will help
your employees to create new
positive attitude that will benefit them
not only at work but outside of work
as well. Remember anything can
happen if you think positively about
it.
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STEPS TO POSITIVE THINKING

If you're not sure how to implement positive thinking in vour life, here are five
easy steps fo help educate and motivate yourself to become 3 more positive thinker,

[ Become aware of your emotions, thoughts and feelings. Differentiate
yourself and figure out what your positive and negative thoughts are,

2. Get rid of your negative thonghts; you don't need them. Negative thoughts

will saly hold vour Buck.

3. Change all those negative thoughts into positive ones becsuse positive
thoughis help create positive energy and a healthier lifestyle,

4. Imcorporate the new positive energy and thoughts inte vour hifestyle and
vou wiil see ail the new positive things that will come w vou. Keep up with
this positive energy thinking, keep telling yoursell o stay positive,
remernber rying isn’t doing, vou have to actuclly do it o gel the positive

oulcome.

HOW POSITIVE THINKING REDUCES WORKPLACE STRESS

in gvery working ¢nvirorment there
are slways siressful situations, but
these situstions are only stressful if
you let them be. Your thoughts create
your own reality, amd if vou think
something iz going fo stress you aut it
wilt. When thinking that a situation is
going 10 be siressful you are sefling
yous braie and your émotions ug for
the worst, It is far better to #hink o
yourself tat this situation is going to
be challenging and T knew that T can
handle it. A fot of people gef stressed
out at work when they have pever
done something before, like if you get
a new assignment, Instead of saying
“t dont’t gven know how to approach
this, instead say “this 5 a pew
learning experience and 1 know I can
do it.” When you say positive things
o e saving a positive affirmation,
and if you say it over a ¢couple times,
positive energy will come {0 vou and
the outcome will be very rowarding.

With thinking positive aid creating 3
positive “environment for  yourself,
your workplace stress will drop
fmynensely. You will find that tasks
and once difficult situations sre now
easzer to geal with. With such a small
change you can take such a huge
difference, why would you mot
incorporate  positive  thinking  into
vour workplace career? Applving
positive thinking into your workplace
carger will also help with stress at
nome and away from work, Positive
energy 15 very powerfi! and can be
used fo help improve siress in
everyday Hiv, by incorporating it into
your lifestyle vour lile will be much
more enjoyable, stress free and create
# healthier environmend for evervone
around you. No one wants to be
around somgone that Is stressed all
the time; you may nof realize that you
project stressful negative energy bt
by throwing out the oid nogativity
and creating sew, good positive
energy you will see the changes in
your evervday lifzstyle aad Jove 8
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HOW TO APPLY POSITIVE THINKING IN THE WORKPLACE

Positive thinking is one of the most
important  components of  any
busimess’ success. In order to achieve
positive thinking you may have to
change your life dramatically. After
reading my newsletter what have you
learned? Could you incomporate
positive thinking into your lifestyle?
Of course you can... just think
positive.

Applying positive thinking to your
life and workplace is beneficial to
every persoun, it helps you so you can
virtually do anything in life. When
learning the power that positive
thinking has, what it can create and
solve is amazing. Being aware and
able to apply positive thinking into
your workplace will only help create
and generate new ideas and
opportunitics that can be prefitable
and fulfilling.

When trying to enforce a positive
thinking  atmosphere is  your
workplace, everyone needs to be on

the same page. if there are people that
are higher in position than you, make
a proposal of your new idea to get it
out there, and create positive energy
to help make your rdea work. Then
educate the people that are below you
in position; this will help them
expand and grow. Making sure that
everyone is working logether, this is
very important because you don’t
want to leave anybody oul. Positive
thinking has its greatest effect when
everybody who is on the same team ts
on the same page. If not everyone
might as well work as individuals
because teamwork is the best problem
solving solution. With the five
articles that T have created, I have
taken all of my knowledge and
incorporated it into my lifestyle and it
has worked exceptionally to my
advantage. To share it with everyone
is a privilege. I hope that it helps
change your life as well and helps
you become a more positive person.
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“The value of achievement lies in the
achieving.”

Atber Efnstein
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19) Getting the Most from Performance Appraisals
Does your organisation have one of those annual “occasions' that few look

forward to: the annual appraisal or performance review? How do you look
forward to it? I wonder how people talk about it before and after.

Are appraisals worth doing? If done properly - yes. If done poorly - nolll

Why have appraisals? When carried out properly they can achieve a number of
benefits for all parties. The organisation, the manager and the appraisee can:

*

 # % £ @
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establish current levels of performance, and the organisation benchmark across
departments or functions,

identify ways of improving performance, individually and collectively,
set clear goals for the future,

a3s¢ss potential and desire for development,

establish the appropriate means of motivation,

improve communication throughout.

Some of the typical problems that happen to lead to poor appraisals are:
It is an annual process

Nothing has happened with the outcome of the fast one

There is no on-going feedback or review of progress

Things can change in between, whether it is the manager or the job!
The process is not taken seriously from the top

The organisational culture views the whole process as a chore to be endured
Insufficient preparation time or effort

The ‘regency' effect where only the previous 6-8 weeks are reviewed
Toeo much focus on the negatives or problems of the year

It is too subjective and too much is based on opinion

It is too time consuming and interferes with day-to-day work

Appraisals are just part of the salary negotiation
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When vou look af what can he
achieved  and  compare  the
benafits with the reasons why
they often fail fo deliver, you can
see that a ot of this i due to the
attitude of the organization and
the line managers, starting from

Yalue individual contribution

> * * & b ¥

This does not mean that ssanagers
sheudd “duck”™ difficelt issues or
things they are not happy with
However, there should be no
surprisgs  at  an  appraisal.
Peedback on performance should
be miven at the time - aot stored
up for the appraisallli Az a
manager, if you have concerns,
deal with them. Most people want
o be given feedback on their
performance regularly (and that
does not mean snauallyll) - even
i i is e be fold they have to
mpiove.

One  challenge  in many
organizations {8 to use the current
system  effectively. Too many
peopie get caught up (n worrying
about the paperwork - whether
designing a new set or using the
existing. I recall working with
one client in developing & good,

ihe top!
Think about what can happen
when appratsals are handled in a
constructive manner, They allow
the organieation and individuals
to:

Leara freom the past to improve the fidere
Baild on successes and sirengths for the fuure
Recognize individuals’ strengths and abilities
{dentify areas to develop skilis and knowledge

Improve working relationships through clear commusication

thorough, process only fo be
questioned by some  disectors
from their Scandinavian partner
about why we were going to se
mush trouble, They held up @
bank shest of paper and
explained that was their idea of
all they needed fr 2 productive
appraisall!! They aee right. The
reglity  is  that a  productive
appraisal owes more to the quality
of the communicgtion berween
the people involved than to the

paperwork!

Should appraisals imvolve salary
reviews? This is a quandary with
no siraightforward answer. When
they do, there is a risk that the
amouni of the rise becomes the
absplute focus of the discussion
and ¢an ever be a negotiation. 1
they don't, how objective is the
salary award when # is given?
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My own view is that the salary
review and appraisal can be
linked, yet held very separately.
There is no reason for not holding
the appraisal, setling some goals
and even specifying some

shouldn't salary and raises reflect
performance rather  than  just
opimon? If appraisals are carried
out well and constructively there
should be a fit between the two.

Everyone involved has to take

behavioral change and then using
this as a pant of the salary
discussion. Although there s a
risk in having the appraisal and
salary combined it can work,
regardless of the gap. After all,

their share of responsibility for
making appraisals work. While
the tips below will not guarantee
success, they will help vou to get
more from the process, whatever
your role.

If you are the ‘appraiser
+ Make the time to prepare properly!

4 Set a time for the review - and stick to it! Do not move it around - what
message does that send out? Allow anything from 1 - 2 hours.

4 Choose a place where you can have the privacy for a proper, open meeting
with no interruptions! Turn off mobile phones.

+ Havc a short meeting with the interviewee a few days before and ocutline
what you want them to do before the meeting and during it.

Look at last year's review and identify what progress has been made.

Think about the good things the employee has achieved and done - do not
Jjust leok for the negatives.

+ Be specific with the points you want to discuss and review - with evidence
not just opinion.

+ Setan agenda or structure for the meeting and stick to it.

Make sure they do a lot of the talking, it is THEIR review not yours! Also,
LISTEN to what they say and build on it

Remember to give feedback on performance or behavior - not personality!

Note where job changes might have impacted on achievement of the goals
from last year and identify successes.

+ Set and agree clear, SMART goals, both short and medium term.
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If you are being reviewed or appraised:

*

Remember to “own’ the process - you have a responsibility tc make it work
for you, it is not just down to your boss!

Make time to prepare by reviewing what you have done and how, even if
there is no formal self-assessment process.

Obtain a copy of the previous review from HR or your boss if you don't
have one.

If your role or responsibilities have changed since the previous appraisal,
identify the goals you achieved up until the change and those after.

Make notes of the key points you want to mention,

Be honest in your self-assessment about what vou could have improved
upon
Be specific about the things you have done well.

Think about what you want for the short, medium and long-term. What
support, training or development would you like?

What might be sensible areas to set goals for the future? Be willing to
suggest these to your boss.

Ask for clear and specific feedback.
If you would like your boss to manage you ditferently, use this as a time to

ask, giving reasons about why it would benefit all of you!

Ensure you are clear about what
the boss thinks and why - and
whether it fits with your own self-
Finally, there should be a sense of
agreement about what has
happened, what will happen and
how.

To reinforce the effectiveness,
avoid making it just an annual
event. Set on-going reviews to
ome notes throughout the year of
successes and any particufar
challenges or events you want to
recall later. It will help to reduce
some of the subjectivity of poor
appraisals and also makes sure

assessment. If there s a
difference, explore why this is the
case. Work to reach agreement.
monitor  progress towards the
goals, to support any training or
development and fo improve
communication between bosses
and teams.

An idea for all is to keep s

things are remembered

throughout the year!
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20} Improving Performance Management

hat a disappoinmment that
wasl 1 went inlo  my
supervisor's oifice

expecting 1o discoss  my  job
performance st plans, but he did all
the talking. Then he just handed me
the evaluation form and told me o
sign it

“These 360-degree  roporls e
useless-~iust g bunch of numbers in
distributiens of nunsbers! What do all
the scores meen? Some of these
competencies don't even apply fo my
ioh. Who are these peopie who rated
me? How tamiliar are they with my
performance?™

Difficuities  in evaluating  and
discussing  emplovee  performance
have become o cominon that many
employees complain that feedback
Fom supervisors s inadequate or
misleading, Despite innovations such
&8 “360-degres” and “compelency-
based” evaluations, surveys continoe
to indicate that most employess and
supervisors Tind that  performance
evaluation—more recently known as
performance management—ofien
dess more harmn than goed.

What's wrong? The answer, and the
sotutions, requires a close
examination of wiy performance
management  is  done, what s

evaluated and discassed and Aow the
process is carried out.

WHY

To Much Scpring, Not Enough
Biscussing and Plasning,

Performance  management  suppotis
two obiectives: 13 to evaluaie the
past--document  the  quality of
employee performance and results,
ard communicate decisions reparding
salary increascs, prometions and so
on; and 2) o plan the flgure—discuss
employee performance and resulis
amd sei plans Tor improvement. fiat
simce  the vast  majority  of
organizations  formally  review
employee performance ongg a year,
managers ity 1o achieve  both
objectives in one mestiog.

When performenge managemsat is an
znnual event, i becomes an anpual
failure.

Why?

Because it spite of best intentions to
discoss past performance and plas the
futpre, managers find  theatselves
defivering the annual report card and
defending the scores that empioyaes
object to. Furthermore, 360-degree
feedback  metheds in which
employees receive feedback from not
only their hosses, i alse co-
workers, customers and swaff, are
alrendy  being questioned  because
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they overwhelm employees with
scores.

Solution: Score Annually, but
Discuss and Plan as Often as
Necessary.

Employees, team members and
supervisors discuss the quatity of
recent performance and then set plans
to develop the employee and improve
his or her performance as an
essential, natural part of their jobs.
“Informal” performance management
takes place during day-to-day
feedback  and  discussion  as
supervisors and team members
review work in progress.

Performanice management can also be
done in “semi-formal” reviews
conducted every few months or at the
end of a project. But when these
discussions take place with rating
forms, they become too formal and
meffective. One secret to effective
performance management, thercfore,
is to conduct informal and semi-
informal discussions as often as
necessary—no forms and no scores
{more about how to do this later). In
addition, annual salary review
interviews are necessary to sum up
the year’s performance and discuss
administrative decisions based on
employee performance.

WHAT

Evaluation Forms Don’t Apply to
the Employee’s Job.

Because  performance  evaluation
forms are typically created by human
resources departments or consultants,
supervisors often have difficulty
applying them to their employees.
Problems arise when evaluation
forms ask supervisors to rate
employees on personal traits, such as
maturity,  attitude,  personality,
initiative, dependability; or on
competencies Hke interpersonal skill,
job knowledge and organizational
skill. First, employees often become
defensive when they receive general
personal comments like, “you rate
only 3 on a 5-point scale of
maturity,” or “you have poor
interpersonal skills.”

Second, emplovees often disagree
with the supervisor’s ratings because
the characteristic being evaluated
wasn't directly observed. Third,
evaluations of employees in vague,
subjective terms like personal traits
and competencies may lead to
charges of discrimination.

Solution: Give Feedback about
Job-related Results and
Performance.

One key to effective performance
management is to disouss information
that employees understand and can
use to develop themselves and
imptove their performance.

Therefore, employees, team members
and supervisors should participate in
creating the evaluatien form (see my
paper “Seven Ways to Improve
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Performance Appraisals, HR
Magazine, May, 1993, p. 77). Useful
feedback is behavioral (not personal
traits),  specific  (not  general
competencies) directly observable,
and clearly job related.

Two topics, results and performance,
meet these standards. Supervisors and
employees are aware of the results
employees achieve. For example,
exceeding or failing to meet sales
quotas, or producing or failing to
achieve quality assurance standards.
Employees, team members and
supervisors can  discuss  specific
results achieved and set targets for
the future,

Most supervisors and team members
also observe how employees perform
specific job responsibilities that
enable them to achieve results. For
example, employees may manage
time poorly, communicate well,
object to changes in procedures and
argue with team members. During
feedback and planning discussions,
the appropriate parties can discuss
how well the employee performed
these responsibilities and make plans
to improve performance in each of
them.

HOW

Too Much Top-Down
Communication.

Many Supervisors dislike
performance management because
they feel like a punitive parent sitting
in judgment. Unfortunately, annual

review meetings force them into this
role as they walk in with completed
evaluation forms and begin the
discussion.

Furthermore, 360-degree feedback
reports delivercd in hard copy or
electronically, are entirely top-down.

Solution: Listen and Probe First;
Talk and Prescribe Later

An obvious way to avoid this top-
down style is to encourage employees
to talk about their own performance
before the supervisor or team
members give feedback. This can be
done during day-to-day discussions
and in “semi-formal”  reviews
conducted every few months or at the
end of a project. As stated earlier,
these periodic reviews can be done
very effectively withour evaluation
forms and ratings. It is possible to
reinforce  positive  performance,
identify areas of improvements, and
set performance goals  without
scoring employees.

The secret is to draw out the
employee’s views of his or her
performance  and  plans  for
improvement by asking questions.
Supervisors and team members can
always add points later in the
discussion if the employee doesn’t
raise themn first.

This approach can also be used
during the annual performance
review. To ensure that employees are
prepared to talk about their own
performance; SUpervisors can
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schedale the performance review
ahead of time and ask cach employee
to prepars  for the mecting by
considering  his  or  her own
performance and results and by
seiting work goals and developmentat
plams. Te ensure more two-way
communication, the  supervisor  of
team member can invile employee
input and provide feedback asad
retings of the end of the discussion.

This probing approach can be easily
tramsferred  fo all  wpes of
performance  discussions-—  day-to-
day feedback, periodic “semi-formal™
revicws, and even the annual event.
Muost people are aware of what they
do well € work and what they need
to dmprove and, W given the
opportumity, they will identify thelr
areas  of  stength  and alo
constructively  criticize their ows
pecformance while making plans for
improvement,  If they  don't,
supervisers and team members can

propose idess for improvement later
in the discussion.

An Exsrcise in Upward

Communication

“Constructive oriticism™ is a phrase
sonmmoenly associated wiih
performance management, and many
supervisors struggle to find a way o
tell  employees  that  they  are
perforsing & job  responsibilizy
poorly and need & different approach,
a frajing course or something efse.
Unfortunately, many employees feel
persgnally  enfticized and  become
defensive.

The Initiste-Listen-Focus-Probe-Plan
sechuigue below provides a powerful
wil to avoid such defensivensss, Try
the following exercise with one of
your employess o cowerkers,

This is not 8 performance review; il's
Just a job-related discussion. Begin
with & genersl question shout his or
her performance.

+ initiwte: “How would vou rate your performance during the last six
nnths?” or “How do you feel about your performance during the last

gquarter?”

+ Hyou get a genersi response Jike, “Fine,” or “Pretty good,” or “8 on a 10-
point seale,” follow up with a more focused guestion. “What in particular
comes 0 mind?” of “What have vou been particularly pieased with?” ¥our
objective is to discuss a positive fopie raised by the other persan,

+ Fouys: “You mentioned that you were particularty satisfied with..,, Let's
talk further sbout that aspect of your job.”

& How Probe: “How did you approach... 77 or “What method did you ase?”

* Why Probs: “How did yoa happen to chogse that approach?™ or “What was

your rationgle for that methoad?”
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# Resulis Probe: “How has it worked out far vou™ or “What resuits kave you
achigved?”

#» Plan: “Knowing what you know new, what would you bave dome
differentiy?” or “What changes would yon make if you worked on this
again?™

& In hundreds of training courses, about 0% of the people questioned in this
way have made specific suggestions to improve their performance in a part
of their job that they feel they have done well Furthermore, when asked
about aspects of job performance to improve, they also set specific plens,
Even more encouraging, afler the traintng, supervisors and fzam members
report more relaxed and positive two-way ¢ommunication in both “semi-
formal”™ and formal performance discussions,
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TEAM = Together Everyone Achieves
More
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21} Keys to Team Building Success

ant to make your next team
building activity or team
building exercise live up to

its true potential? Integrate the team
building with real-time work goals.
Establish a systematic workplace

Impact of Team Building Events

Without this attention to integration,
corporate team building or planning
events are, at best, a short term boost
to employee enthusiasm and positive
morale. If they are planned and
executed well, people feel good about
themselves and about each other.
Employees get to know each other
better and have a common experience
to talk about back at work,

integration and follow-up process -
before you go on the team building
adventure, You need to make the
good feelings and the outcomes from
the teamn building activity last beyond
the final tcam building exercise.

A frequent expectation from team
building activities is that they build
trust. Team building events have little
to do with building trust, however,
unless company planning, that is
carefutly followed up on and yields
real results, is part of the team
building or retreat.

Team Building Downsides and Risks

At worst, team building sessions help
employees become cynical about
their organizations. This occurs when
the team building events are held
outside of the context of the
company’s normal way of deing
business. If you send people off to a
team building event, as an example,
but all rewards in your company are
based on individual goals and efforts,
the team building event will have no
lasting impact.

People will lose productive hours
complaining about the time and
energy invested in the team building
or planning activities, Unhappiness,
management criticism and employees
complaining to each other sap energy,

productivity and joy from the work
day.

An event that is not followed up with
meaningful  activities in  the
workplace should not be held. They
harm trust, motivation, employee
morale and productivity. They don’t
solve the problems for which they
were scheduled and held. You will
eventually lose the people you most
want to keep — especiallty if they
don’t see your organization getting
better as a result of off-site team
building and planning sessions.

If the team building event has no
follow up, people become jaded
about such events as & waste of time
and energy. In fact, I don’t lead team
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building events that are just for team
building without a business purpose,
in addition to, or o build the event
aronnd. With recent organizational
downsizing and cost cutting, people

Team Bullding Success Factors

The success of & team buildiag or of a
strategic planning activity begins well
before the start of the sessions. Use a
team to plan the event since you
want 1o model the behavior veu seek
from the teamn building sessions you
schedule.  The likely  lonpoerm
effectiveness of a team building event
oF corporate retreat is enhanced when
you Incorporate  apoual  team
building events imto an overail
company structure, This cultural
framework of philosophies, values
and practices is designed to build the
concept of “team” on 3 regular basis,
In this environment, twam buikding
segsions can yvield supportive results

f tear building and other offsite
events gre o offer wvalue, their
inclusion in ap overall cerporate
structure of philosophies, values
apd practices is crical Pecple
must already operate in & feam-
oriented  environment  that s
characterized by such philosophies as
shared purpoese, shared vision, shared
mission  and 8 performuance
development  system  that  enables
people to grow hoth persomtly and
professicnally. Or, your organization
must be proactively pursuing team
work as a husiness amd employee
strategy.

feel as i they are already doing more
than one job. In this confext, team
building for team busiding’s sake has
lost popularity.

in such & system, team behaviors
are rewarded and recogmized.
Teams solve problems and improve
processes. There is a genuine concera
for emplovees and the policies and
work e employer and employee-
family frigndly. When a problem or
fallure oocurs, the scarch s not for
the guilty, but instead, managers ask,
“What gbout the work svstem caused
that person or feam to faif?”

When such a steucture exists on an
ongomg basis within an organization,
feam building events can enhamce
and help the system grow stranger.
Again, build the teem building events
arcund a business purpose to which
all attendees cam contribute, and you
have the epportupity  for  an
energizing, exciting growth
OPPOTIUTY.

Successful  companies  regularky
demonstrate  their commifment to
building team unity, rust and positive
mogale among thelr coployees in
their datly workplace, Withour this
comtritzent and the presence of team
building success factors, negative
effects can result from formal gam
building or planning sessions,

I fagsiitated 2 wam building and
planning event recendly in which a
management team gathered to put

%6
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together their annual priorities. The
group did a salutary job; they were
set up to spend the quarter both
productive and focused. They were
excited and feeling a strong sense of
direction.

The next day, much to my sorrow and
their lost morale, their manager
pulled out a list of everything that had

Conclusion

Team building and planning events
and activities have the potential to
bring the people you employ a strong
sense of direction, workable plans
and solutions, a powerful feeling of
belonging with and on the team and
clear, strategic customer-focused
vakues.

Poorly planned and executed, created
outside of the context of the totai
organization, the team building and
planning sessions bring
disillusionment, low morale and
negative motivation. They fail to

not made their priority list at the team
building event. He called this the “B”
list and said that, even though these
were not the priorities, they all had to
be completed, too. Can you imagine
the impact of telling them that all
their work, thinking and prioritizing
really didn’t matter? They had to
accomplish it all anyway.

deliver the results  expected.
Organizations flounder with little
strategic direction. Everyone works
hard, but, usually on the wrong tasks
and goals. Employees take baby steps
toward accomplishing key action
items and nothing important is
finished.

And, when the next team building ot
off-site planning event is announced,
the cycle generally repeats itself.
Which approach to feam building
would you prefer to institute in your
organization?
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22} Keys to Building Great Work teams

ostering teamwork is a top
priorify for teany leaders. The
benefits are clear: increased
productivity, improved customer
service, more f{lexible  systems,
employee empowerment. Bat & the

1. COMMITMENT

Comedfment fo the purpese and
vilues of an organization provides ¢
clear semse of direction. Team
members understamd how their work
fits isto comporate objectives and
they agree that their team's goals are
achisvable and  aligned with
corporate  mission  and  values.
Commitment is the foundation for
synergy in groups. Individuals are
willing to put aside personal needs
for the benefit of the work feam or
the company, When there is a
meeting of the minds on the hig
picture this shared purpose provides
& backdrop against which all fgam
decisions can be viewed. Goals are
developed with corporate priorities
in mmd. Team ground rules are sat
with congideration for both company
and individual values. When conflict
arises, the team uses alignment with

2. CONTRIBUTION

The power of za effoctive team is in
dizest  proportion  to  the  skills
members possess and the initiative
members expend. Work teams need
people who have stong technical and
interpersonal skils and are willing to
learn. Teams also need self-leaders
who take responsibility for seming

vision  olear?  To  effectively
inplement toams, leaders necd a
clear picture of the seven elements
higlh-petformance teams bave in
COTLNOn.

purpose, wvalues, and gosls as
important  eriteria for  acceptable
solutions,

To enhange team coranitment lesders
might consider inviting cach work
feam to develop team mission, vision,
and values statements that are in
alignmeni  with those of the
corperation  bat  reflect  the
individuality of each tems These
statements should ke wvisible and
“walked" gvery day. Once a shared
purpose is agreed ugon, cach term
can develop gosls and  measures,
facus on continuous  improvement,
and celebrate  team  guccess &t
nmportant milestones. The rma spemt
up frant getting all team members on
the same track will greathy reduce the
aumber of dermilmenss or emergency
rerouting later.

things done. But ¥ g few team
members  shoulder most of the
burden, the team runs the risk of
member burmout, or worse member
inmoft.

To enfmnce balanced participation on
a work teamy, leaders should congides
ihree factors that affect the level of
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individual contribution:  inclusion,
confidence, and empowerment. The
more individuals feel like part of a
tearn, the more they contribute; and,
the morc members contribute, the
more they feel like part of the team.
To enhance feelings of inclusion,
teaders need to keep work leam
members informed, solicit their input,
and support an atmosphere of
collegiality. If employees are not
offering suggestions at meetings,
invite them to do so, If team members
miss meetings, let them know they
were missed. When ideas even wild
ideas are offered, show appreciation
for the initiative.

Confidence in self and team affects
the amount of energy a team member
invests in an endeavor. If it appears
that the investment of hard work is
likely to end in sunccess employees
are more likely to contribute. If, on

3. COMMUNICATION

For a work group to reach its full
potential, members must be able to
say what they think, ask for heip,
share new or unpopular ideas, and
risk making mistakes. This can only
happen in an atmosphere where team
members show concern, trust one
another, and focus on solutiens, not
ptoblems. Communication when it is
friendly, open, and positive plays a
vital role in  creating such
cohesiveness,

Friendly communications are more
likely when individuals know and
respect one another. Team members
show caring by asking about each
other's lives outside of waork.

the other hand, success seems
unlikely, investment of energy will
wane, To breed confidence on a work
team, feaders can highlight the talent,
experience, and accomplishments
represented on the team, as well as
keep past team successes visible, The
confidence of team members can be
bolstered by providing feedback,
coaching, assessment and
professional development
opportunities.

Another way to balance contribution
on a work team is to enhance
employee empowerment.  When
workers are involved in decisions,
given the right training, and respected
for their experience, they feel enabled
and invest more. It is also important
to have team members evaluaie how
well they support the contribution of
others.

respecting  individual differences,
joking, and generally making all feel
welcome.,

Open communication is  equally
important to a team's success. To
assess work performance, members
must provide honest feedback,
accept constructive eriticism, and
address issues head-on. To do so
requires a trust level supported by
Direct, honest communication.

Positive communication impacts the
energy of a work team. When
members talk about what they like,
need, or want, it is quite different
from wailing about what annoys or
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frustrates  them. The  former
energizes, the latter demoralizes.

To enhance team communication,
leaders can provide skill training in

4. COOPERATION

Most challenges in the workplace
today require much more than good
selo performance. [n increasingly
complex organizations, success
depends upon the degree of
interdependence recognized within
the team. Leaders can facilitate
cooperation by highlighting the
impact of individual members on

Foliow-through

One of the most common phrases
heard in groups that work well
together is "You can count on it."
Members trust that when a colleague
agrees to return a telephone call,
read a report, talk to a customer,
attend a meeting, or change a
Accuracy

Another common phrase heard in
effective work groups is "We do it
right the first time." Accuracy,
clearly a reflection of personal pride,
Creativity

Innovation flourishes on a tfeam
when individuals feel supported by
colleagues. Although taking the lead
in a new order of things s risky
business, such risk is greatly reduced

Timeliness

When work team members are truly
cooperating they respect the time of
others by turning team priorities into
personal priorities, arriving for
meetings  on  time,  sharing
information  promptly, clustering

listening, responding, and the use of
language as well as in meeting
management, feedback and
consensus building.

team productivity and clarifying
valued team member behaviors. The
following F.A.C.T.S. model of
effective team member behaviors
{follow-through, accuracy,
timeliness, creativity, and spirit) may
serve as a guide for helping teams
identify behaviors that support
synergy within the work team.

behavior, the job will be done. There
will be follow-through. Team
members are keenly aware that as
part of a team, everything that they
do --or don't do-—impacts someone
else.

also demonstrates a commitment to
uphold the standards of the team,
thus  generating  team  pride.

in a cooperative environment where
members forgive mistakes, respect
individual differences, and shift their
thinking from a point of view to a
Viewing point.

questions for people, communicating
succinctly, and asking "Is this a
good time?" before initiating
interactions.
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Spirit

Being on a work team iy a bit like
being part of a famiy. You can'i
kave vour way all of the time, and -
w add value « you mwgl develop a
generous spirit. Leaders can help
work feams by addressing these

5. CONFLICT MANAGEMENT

it is ingvitable fhat teams of bright,
diverse ihinkers will experience
copflict from tme o time, The
problemn is not that differences exist,
bt i how they are managed. If
people believe that confiich never
ovens i "good” grouss, they may
sweep sonflict under the g, Of
course, wo rug is large encugh to
sever mispgreeption, #l feelings, old
harts, and misunderstandings for
very long. Soon the differences
reappear. They take on the form of
tension,  hidden  agendas, and
stubborn positions. On  the ather
hand, if leaders help work teams to
manage sonflict effectively, the team
will he able to maintain trust and tap
thy collective power of the team.
Work teams sanage conflict betiey
when members learn fo shift their
paradigms (mundsets} abowr conflict
i general, about other parties
involved, and about their own ability
to manage conflict, Three fechaiques
that help members shift obstruching
paradigins  are reframing, shifting
shoes, and affirmations.

Reframing is looking at the glass

"rules” of team spirit: value the
indbividual,  develop  feam  trusg
communicate  openly;  manage
differgnces, share SLICTRSSES,
waicome new members.

half-full, instead of half-empty.
Instead of thinkmg "H I address tus
issue, il slow down the meeting,”
consider  this  thought "If we
negotiate this difference, trust and
creptivity will aff increase.”

Shifung Shoes 15 s technique used o
practice  empathy by mentally
watking in e shows” of another
person. You answer guestions such
as "How would § foel af | were that
person being criticized in font of
the group”” *What would motivale
me te say whal that person just
waid?"

Affirations are positive stalemants
about something you want to be true,
Fer example, instead of saying o
yourself right before & negotiating
session, "I know I'm going to blow
up®, force vowself to say, "T am
calm, comforiable, and prepared.” if
ieam members can leam to shift sny
negative mental  tapes  fo more
pasitive ones, they will be able 1o
shift obstructing  paradigms  and
mansge conflict more gifectively,
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6. CHANGE MANAGEMENT

Tom Peters, in Thriving On Chaos,
writes "The surviving companies
will, above all, be flexible responders
that create market initiatives. This has
to happen through people.” It is no
longer a luxury to have work teams
that can perform effectively within a
turbulent environment. It is a
necessity. Teams must not only
respond to change, but actually
initiate it. To assist teams in the
management of change, leaders

7. CONNECTIONS

A cohesive work team can only add
value if it pays attention to the
ongoing development of three
important connections: 1o the larger
work organization, to team members,
and to other work teams.

When a work team is connected fo
the organization, members discuss
team performance in relationship fo
corporate priorities, customer
feedback, and quality measures. They
consider team needs in light of what's
good for the whole organization and
what will best serve joint objectives.
Leaders can  encourage  such

connection by keeping
communication lines Open.
Management  priorities,  successes,

and headaches should flow one way;
team needs, successes, and questions -
should flow in the other direction.

When a work team has developed
strong connections among its own
members, peer support manifests

should acknowledge any perceived
danger in the change and then help
teams to see any inhherent
opportunities. They can provide the
security necessary for teams to take
risks and the tools for them to
innovate; they can also reduce
resistance to change by providing
viston and information, and by
modeling a  positive  attitude
themselves.

itself in many ways. Colleagues
volunteer to help without being
asked, cover for each other in a pinch,
congratulate each other publicly,
share resources, offer suggestions for
improvement, and find ways to
celebrate together. A few ideas for
developing and maintaining such
connections are: allow time before
and after meetings for  brief
socialization, schedule team lunches,
create occasional leam  projects
outside of work, circulate member
profiles, take training together, and
provide feedback to cne another on
development.

Teams that connect well with other
work groups typically think of those
groups as “intemal customers”. They
treat requests from these colleagues
with the same respect shown to
external customers. They ask for
feedback on how they can better
serve them. They engage in win/win
negotiating to resolve differences,
and they share resources such as
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training materials, videos, books,
equipment, or even improvement
ideas. To build stronger connections
with other groups, work teams might
consider; scheduling monthly cross-
departmental  meetings,  inviting
representatives to their own team
meeting, "lending” personnel during

flu season, and combining efforts on
a corporate of Cornmunity project.

To compete effectively, leaders must
fashion a network of skilled
employees who support each other in
the achievement of corporate goals
and the delivery of seamless service.
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23) Collaboration at Work

ave you ever noticed how
your perceptions and those of

others often don't match?

It is said that we all hold "a piece of
the elephant” (and the elephant likes
it). This is why collaboration is
necessary and usuvally advantageous
at work: to gain access to unfamiliar
territory and the new resources that
live in other people. Indeed, to get
things done, learn, and improve, your
colleagues - yes, even your boss -

Look Within, or Look Out!

Reflect for a moment on your own
workplace. When was the last time
you hed a conversation that didn't go
well? Do you normally come back to
those less-than-delightful moments to
gain a sense of resolution? How,
usually? Do vou resolve it inside your
own head or do you get in their face?
Where there's been some
interpersonal friction, people
naturally tend toward ong extreme or
the other to cover up the fact that we

could come in handy from time to
time.

Collaboration is more than just
working  together  cooperatively
("teamwork™), more than going along
(accommodating) or getting along ...
it is that remarkable and
unpredictable chaos, complexity and
creative stuff that makes life
interesting. Admittedly, sometimes
too interesting. ..

feel either threatened or

embarrassed.

Even if you attempt resolution inside
your own head ("Oh, he's just a
jerk!"}, or through a third party ("Can
you believe what a jerk he is?!"), or
with the person directly ("I'm somry,
but I dowt feel complete about X;
perhaps there's been a
misunderstanding.”), vou  aren't
necessarily collaborating.

When does it make sense to collaborate? There are at least four situations where a

collaborative approach is gssential:

* When you need to increase cooperation - collaboration helps deal with

differences before they lead
understanding.

to resistance or

begin to prevent

o Skills: handling resistance, empathic listening and verifying

understanding.

# When you want stewardship (not micro-delegation or micro-
management} - whether kicking off an important project or change
initiative, stewards "go slow to go fast" with the right input from all the

right players up front,
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o Skills: asking goal-oriented questions, forming clear & complete

agreements, rapport.

# When you need a more complete perspective - collaboration allows for
useful feedback, so rather than hattucinating (filling in blind spots from
your own perceptions), you can push back on limited assumptions and pain

new awareness.

o Skills: distinguishing observation from interpretation, giving
feedback and recognition, rapport.

# When there has been a breakdown or problem with another person-
collaboration provides the most tactful way of building accountability, trust
and safety, while bringing about lasting change.

o  Skills: Dealing with negativity and blame, establishing
accountability, and using the gentle art of confrontation.

For these four, there would typically
be a consequence to  Ho!
collaborating. For example, when
there’s a breakdown and the pathway
starts getting cluttered by the debris
of stormy interpersonal weather, take
time out to clear it. A cooling off
period is wise, but dont postpone
collaboration indefinitely or what was
once merely cool will soon tum
frozen and immovable as a
"hardening of the attitudes” sets in.
Then you'll need that elephant or
other power tools to drag away the
heavy interpersonal roadblocks.

And if you still have strong feelings,
it may be helpful to work it out

human to human rather than through
electronic (or animal) means. Email
and voicemail have their place, but it
is too easy to misunderstand intent
without a  "live," interactive
conversation. 1t is nearly impossible
for others to accurately "read” your
voice tone and body language in
email or voicemail.

Keeping "current” in relaticnship - no
accumulation of serious withholds or
violations of trust - and skillful
communication happen to be a key to
effective, high-quality collaboration
and teamwork.
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never have to work a day in your life.”

Cenfucius
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24} How fo Get Work-life Balance

What is work-life balance?

Work-life balance is a self-defined
measure  of success which s
determined by each individual. The
highest outcome is that the individual
can manage effectively multipie
responsibilities in  their wheel of
satisfaction, which then leads to
fulfillment. The wheel of satisfaction
includes such components as
physical, emational, family,
community, life purpose,

relationships, and financial and
personal growth areas. The intention
is that satisfaction is reached in each
of the components at a level that is
self determined by each individual.
The underlying feeling is that
required as a result of one of feeling
good at the end of the day, end of the
week and end of the year. The highest
outcome will not cause any new
problems or negative impact.

How do you know when you've got work-life balance?

physicaily, emotionally, and soctally,
have a sense of peace, calm and
clarity in their life, and feel that the
decisions they make are informed
choices as opposed to forced
COmpromises.

Individuals who experience balance
are satisflied with their work and
heme lives, are able to fulfill their
multiple responsibilities at home,
work and in the community without
being sorry. They are healthy

How do you know when you
don't?

You know you've got imbalance
when you're constantly tired, feeling
like you're running uphill all the time
and seemingly getting nowhere or
when you feel like you are not at
choice or are stuck in a dilemma. In
a place of imbalance, you feel life is
happening to you instead of you
creating vour lite. When you can
think of more things that are not
getting done or that you are
unsatisfied with than those that you
have accomplished or are actively
working towards. In other words you
see more negative in your life than

positive. You might also be tired,
unmotivated, get sick more than
usual. You might also make poor
choices for food, not resourcefully
retain your relationships or make the
best decisions for yourself.
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How do | work to achieve balance for myseif?

On the journey 10 achieving the work
life, family life, and porsensl life we
want, there are steps we can take o
become aware of our current situation
vs, whiore we want 1o be,

Steps include: Taking a wicel of
satisfaction assessmient 1o determine
your cwrrent satisfaction in #f ihe
different areas of fife, identifving
yvour life's purpose; yomr destiny,
cause  and  calling, idestilying
meaningful objectives and personal
values then aligning voursell with
golions and behaviors that sapport
those  objcctives and  selectively
sHminating things that do not suppert
vour ohjectives or that impede your
progiess.

Goals and desired outcomes should
direcily connecl you 0 your bigger
game in life and through the active
purticipation I achieving  and
succeeding in your differens life sreas
will lead fo a more fulfiliing hife.

That 15 not w say that zach day s
completely balanced, that would be
boring path to walk, But over time,
when you pay attention t¢ sach of the
arzas of vour lif, the focus you give
will have @ similar level of
satisfaction. You may [iné one day
vour passion and pwpose will be
stronger 1 one of the areas, bat

averall there is an equal opportunity
to ficus in gach of the life arens. The
kev  is  finding the level of
commitmaent that fils  your own
defination of suceess. This is unigue
6 each individual, and is not a one
size fizs all solation.

One of the best ways of determuning
this js to work with s coach on the
topic of life fulfillment so you have
wentified ali the paving stones on
vour awn individuali path and then
help them vou align them with the
commitments of work, home and
COMENENIY.

Work-tife balance is essengially about
pandling real life. }'s the ability W
effectively manage the work, family
end personal components of life
withoui suffering exireme stress or
any one  arz  heing  negatively
impacted.

Some companies offer programs and
serviges  whichk are designed to
nutture  the  wellbeing  of  their
gmployees and  epable them o
achiove g baiance between thelr jobs,
families and parsonal lives, However,
many companies do not offer such
programs and it's up to the individual
w  achieve this  balance  for
themseives.
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Employee benefits of achieving work-life halance:

Alleviates on-the-job stress
Improves self esteem
Builds stronger families

* ¥ ¢ & B b o

community activities

Improves job {(and overall life) satisfaction

Assists with the management of work and family responsibilities
Allows parents to be more involved in their children’s lives
Promotes commitment to activities outside of work, for example sport or

Employer benefits of achieving work-life balance:
+ Improves job satisfaction, commitment and retention

Decreases absenteeism

improves accountability
Increases employee engagement

L L 3R AR 1

Increases job performance and productivity
Lessens feelings of anger and resentment

Indicators you have a healthy work-life balance;

You feel satisfied overall with your
work and personal life, feel
physically and emotionally healthy,
and have a sense of control over your

life. You have a social life whilst still
being able to fulfill responsibilities at
home, at work and in your
community.

Indicators you don’t have work-life balance:

You notice that you're spending more
time at work and you've increased
vour work hours to “catch up”. Your
family and friends make comments
that they rarely see you and you feel

How to begin a better work-life balance:

constantly tired, pressured, or that
you're losing control of vour
circumstances. You see more
negatives than positives in your life.

4+ Firstly recognise where you’re at, how vou’re feeling, and whether your life is

lacking balance.

+ Identify attainable short-term goals that will bring more satisfaction into your

life.

+ Do not attempt to “go it alone”. You need the support of your family, friends,

comrnunity and workplace.
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25} Safety in the Workplace

B occupations  entad an
element of risk. Dependem
or: vour workplace type, risks

may include paper culs to fatalities
caused by fauliy or icorrect use of
mpchinery.

There are simple steps employers can
take in order o enswre that the

workplace i3 safe for employees.
Taking these steps also ensures that
the legal duty of care that an
emplover has towards employees is
met. Safety in the workplace can be
contdinated by the human rescurees
department of a Waorkplace Heelth
and Safety commitiee, i ong is in
existence.

Undertake reguiar checks of the workplace environment for

hazards

On a reguiar basis (from mosthly to 3 monthly) depending on the workplace
enviromment, underake a physical check of the entirety of the workplace, looking
for potential hazards. This safety andit should look for possible hazards including:

Egaipmint not warking porrectly
Frayed cords
Slip and fal hazasds

LK 2 2

or injured.

A tool 1o assist you in underaking
this check s a safety audit checklist,
available for download flom the

Job Hazard Analysis

As well as checking for hazards that
may ke present in your workplace.
vou should also undertake a job

&4 %0

Uuiet spols where employees can’l be seen and therefore cannot get help if il

miernel. These checklists assist vou
i ideniifying the hazards which may
exist in your workplace.

hazard analysis for esch employee. A
job hazard analysis will nvestigate:

the physical kazards the employee may face;

the smployee’s atttfudes towards safe work;

whesher personal protective equipment (PPE] s being used; and
whasther the emploves has the skills and fools to work in a safe manner.
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From the job hazard analysis the
employer can determine whether a
job requires additional rescurces in
terms of human hours, tools . or
personal  protective  equipment in
order to be safe or whether the
worker should be physically removed

Safety Training

As part of the induction process, all
new employees should undergo
workplace health and safety training.
At a minimum this should cover
items such as who are the dedicated
first aiders in the organization, where
fire exiis are and what procedures
relating to fire and other mass
building evacuations exist and who to
report their concems to about unsafe
work environment or practices. Other
items to be covered can include the
use of personal protective equipment,
stress managetnent, how to avoid
repetitive strain injury and safe lifting
and ergonomic practices.

from the site and placed in a more
appropriate site in the workplace.
Also, an employee may require
training or performance counseling in
order to understand the importance of
safety in the workplace and their role
in ensuring their own safety.

It is also a good practice for afl
employees to undergo safety training
refreshers on a yearly basis,

Workplace health and safety is the
responsibitity of both employer and
employee. Following simple steps,
such as regular safety audits, job
hazard audits, safety training and
encouraging a workplace
environment that values safe work
practices will hopefully lead to
employees being accident free and a
potential lower workers’
compensation  premium  for  the
employer.
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26) Stress Management

ow to Reduce, prevent, and Cope with Stress

it may seem that there’s

nothing you can do about

your stress level. The bills
aren’t going to stop coming, there
will never be more hours in the day
for all your emrands, and your career
or family responsibilities will always
be demanding. But you have a lot
more control than you might think. In
fact, the simple realization that you're
in control of your life is the
foundation of stress management.

Managing stress is all about taking
charge: taking charge of your
thoughts, wyour emotions, your
schedule, your environment, and the
way you deal with problems. The
ultimate goal is a balanced life, with
time for work, relationships,
relaxation, and fun - plus the
resilience to hold up under pressure
and meet challenges head on.

Identify the sources of stress in your life

Stress management starts  with
identifying the sources of stress in
your life. This isn’t as easy as it
sounds. Your true sources of stress
aren’t always obvious, and it’s all too
gasy to overlook your own stress-
inducing thoughts, feelings, and

behaviors. Sure, you may know that
you’re constantly worried about work
deadlines. But maybe it’s your
procrastination, rather than the actual
job demands, that leads to deadline
stress.

To identify your true sources of stress, look closely at your habits, attitude, and

EXCUSES!]

#+ Do you explain away stress as temporary {1 just have a million things going on
right now”) even though you can’t remember the last time you took a breather?

& Do you define stress as an integral part of your work or home life (“Things are
always crazy around here”) or as a part of your personality (“1 have a lot of

nervous energy, that’s all™).

& Do you blame your stress on other people or outside events, or view it as

entirely normal and unexceptional?

Until you accept responsibility for the
role you play in crealing or
maintaining it, your stress level will
remain outside your control.

A stress journal can help you identify
the regular stressors in your life and

the way you deat with them, Each
time you feel stressed, keep track of it
in your journal. As you keep a daily
log, you will begin to see patterns and
common themes. Write down:

» What caused your siress (make a guess if you're unsure).

106

Fore more information on these articles and other Staff Development issues,
please contact us on ex — 35268, 33136, 35370 or e-mail us at

SDUguneca.org



Article of the Week, 2009 — Staff Wellness

¢+ How you felt, both physically and emotionally.

+ How you acted in response.

% What yvou did to make vourself feel better.

Look at how you currently cope with stress

Think about the ways you currently
manage and cope with stress in your
life. Your stress journal can help you
identify them. Are your coping
strategies  healthy or unhealthy,

helpful or unproductive?
Unfortunately, many people cope
with stress in ways that compound
the problem.

Unhealthy ways of coping with stress
These coping strategies may temporarily reduce stress, but they cause more

damage in the long run:

+ Smoking
+ Drinking too much
« Overeating or undereating

« Using pills or drugs to relax
e Sleeping too much
« Procrastinating

Zoning out for hours in front of the
TV or computer

Withdrawing from friends, family,
and activities

Filling up every minute of the day to
avoid facing problems

Taking out your stress on others
{lashing out, angry outbursts, physical

violence)

Learning healthier ways to manage stress

If your methods of coping with stress
aren’t contributing to your greater
emotional and physical health, it’s
time to find healthier ones. There are
many healthy ways to manage and
cope with stress, but they all require
change. You can either change the
sitnation or change your reaction.
When deciding which option to
choose, it’s helpful to think of the
four As: avoid, alter, adapt, or accept.

Since everyone has a unigue response
to stress, there is no “one size fits all”
solution to managing it. No single
method works for everyone or in
every situation, so experiment with
different techniques and strategies.
Focus on what makes vou leel calm
and in control.
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Dealing with Stressful Situations: The Four A’s

Change the situation: Change your reaction:
« Avoid the stressor. « Adapt to the stressor.
e Alter the stressor. « Accept the stressor.

Stress management strategy #1: Avoid unnecessary stress

Not all stress can be avoided, and it’s not healthy to avoid a situation that needs to
be addressed. You may be surprised, however, by the number of stressors in your
life that you can eliminate.

&

Learn bow to say “no” — Know your limits and stick to them. Whether in your
personal or professional life, refuse to accept added responsibilities when
you’re close to reaching them. Taking on more than you can handle is a surefire
recipe for stress.

Avoid people who stress you out — If someone consistently causes stress in
your life and you can’t turn the relationship around, limit the amount of time
you spend with that person or end the relationship entirely,

Take control of your environment — If the evening news makes you anxious,
turn the TV off. If traffic’s got you tense, take a longer but less-traveled route.
If going to the market is an unpleasant chore, do your grocery shopping online.
Avoid hot-button topics — If you get upset over religion or politics, cross them
off your conversation list. [f you repeatedly argue about the same subject with
the same people, stop bringing it up or excuse yourself when it’s the topic of
discussion.

Pare down your to-do list — Analyze your schedule, responsibilities, and daily
tasks. If you’ve got too much on your plate, distinguish between the “shoulds”
and the “musts.” Drop tasks that aren’t truly necessary to the bottom of the list
or eliminate them entirely.

Stress management strategy #2: Alter the situation

1f you can’t avoid a stressful situation, try to alter it. Figure out what you can do to
change things so the problem doesn’t present itself in the future. Ofien, this
involves changing the way you communicate and operate in your dally life.

*

Express your feelings instead of bottling them up. If something or someone
is bothering you, communicate your concems in an open and respectful way. If
vou don’t voice your feelings, resentment will buiid and the sitvation will likely
remain the same.

108

Fore more information on these articles and other Staff Development issues,

please contact us on ex — 35268, 33136, 35370 or e-muil us at
SDUguneca.org



Article of the Week, 2009 — Staff Wellness

+ Be willing to compromise. When you ask someene to change their behavior,
be willing te do the same. [f you both are willing to bend at least a little, youw’il
have a good chance of finding 2 happy middle ground.

4 Be more assertive. Don’t take a backseat in your own life. Deal with problems
head on, doing your best to anticipate and prevent them. [f you’ve got an ¢xam
to study for and your chatty roommate just got home, say up front that you only
have five minutes to talk.

+ Manage your time better. Poor time management can cause a lot of stress.
When you're stretched too thin and running behind, it’s hard to stay calm and
focused. But if you plan ahead and make sure you don’t overextend yourself,
you can alter the amount of stress you’re under.

Stress management strategy #3: Adapt to the stressor

If you can’t change the stressor, change yourself. You can adapt to stressful
situations and regain your sense of control by changing your expectations and

attitude.

+ Reframe problems. Try to view stressful situations from a more positive
perspective. Rather than fuming about & traffic jam, look at it as an opportunity
to pause and regroup, listen to your favorite radio station, or enjoy some alone
time.

# Look at the big picture. Take perspective of the stressful situation. Ask
yourself how important it will be in the long run. Will it matter in a month? A
vear? Is it really worth getting upset over? If the answer is no, focus your time
and energy elsewhere.

+ Adjust your standards. Perfectionism is a major source of avoidable stress.
Stop setting yourself up for failure by demanding perfection. Set reasonable
standards for yourself and others, and learn to be okay with “good enough.”

+ Focus on the positive. When stress is getting you down, take a moment to
reflect on all the things you appreciate in your life, including your own positive
quatities and gifts. This stmple strategy can help you keep things in perspective.

Adjusting Your Attitude

How you think can have a profound
affect on your emotional and physical
well-being. Fach time you think a
negative thought about yourself, your
bedy reacts as if it were in the throes
of a tension-filled situation, If you see
good things about yourself, you are

more likely to feel good; the reverse
is also true. Eliminate words such as
"always,” "never,” “"should,” and
"must." These are telltale marks of
self-defeating thoughts.
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Stress management strategy #4: Accept the things you can’t

change

Some sources of stress are
unavoidable. You can’t prevent or
change stressors such as the death of
a loved one, a serious illness, or a
national recession. In such cases, the

best way to cope with stress is to
accept things as they are. Acceptance
may be difficult, but in the long run,
it’s easier than railing against a
situation you can’t change.

+ Don’t try to control the uncontrollable. Many things in life are beyond our

control— particularly the behavior of other people. Rather than stressing out
over them, focus on the things you can control such as the way you choose to
react to problems.

# Look for the upside. As the saying goes, “What doesn’t kill us makes us
stronger.” When facing major challenges, try to look at them as opportunities
for personal growth. If your own poor choices contributed to a stressful
situation, reflect on them and learn from your mistakes.

# Share your feelings. Talk to a trusted friend or make an appointment with a
therapist. Expressing what you're going through can be very cathartic, even if
there’s nothing you can do to alter the stressful situation.

+ Learn to forgive. Accept the fact that we live in an imperfect world and that
people make mistakes. Let go of anger and resentments. Free yourself from
negative energy by forgiving and moving on.

Stress management strategy #5: Make time for fun and

relaxation

Beyond a take-charge approach and a
positive attitude, vou can reduce
stress in your life by nurturing
yourself. If you regularly make time

for fun and relaxation, you’ll be in a
better place to handle life’s stressors
when they inevitably come.

Healthy ways to relax and recharge

«  Go for a waik. » Savor a wam cup of coffee or
+  Spend time in nature. tea.
s Call a good friend. + Play with a pet.
« Sweat out tension with a good » Work in your garden.
workout. + (et a massage.
«  Write in your journal. »  Curl up with a good book.
+ Takea long bath. s Listen to music.

+ Light scented candles Watch a comedy
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Don’t get so caught up in the hustle and bustle of life that you forget to take care of
your ewn needs. Nurturing yourself is a necessity, not a luxury.

« Set aside relaxation time. Include rest and relaxation in your daily

schedule. Don’t allow other obligations to encroach. This is your time to take a
break from alf responsibilities and recharge your batteries.
+ Connect with others. Spend time with positive people who enhance your
life. A strong support system will buffer you from the negative effects of stress.
+ Do something you enjoy every day. Make time for leisure activities
that bring you joy, whether it be stargazing, playing the piano, or working on
vour bike.

+ Keep your sense of humor. This includes the ability to laugh at
yourself. The act of laughing helps your body fight stress in a number of ways.

You can control your stress levels
with relaxation techniques that cvoke
the body’s relaxation response, a state
of restfulness that is the opposite of
the stress response. Regularly

practicing these techniques will build
your physical and  emotional
resilience, heal your body, and boost
vour overall feelings of joy and
equanimity.

Stress management strategy #6: Adopt a healthy lifestyle
You can increase your resistance to stress by strengthening your physical health,

+ Exercise regularly. Physical activity plays a key role in reducing and

preventing the effects of stress. Make time for at least 30 minutes of exercise,
three times per week. Nothing beats aerobic exercise for reeasing pent-up
stress and tension.

+ Eat a healthy diet. Well-nourished hodies are better prepared to cope with
stress, so he mindful of what you eat. Start your day right with breakfast, and
keep your energy up and your mind clear with balanced, nutritious meals
throughout the day.

+ Reduce caffeine and sugar. The temporary "highs" caffeine and sugar
provide often end in with a crash in mood and energy. By reducing the amount
of coffee, soft drinks, chocolate, and sugar snacks in your diet, you'll feel more
relaxed and you'll sleep better.

+ Avoid alcohol, cigarettes, and drugs. Sclf-medicating with alcohol or
drugs may provide an easy escape from stress, but the relief is only temporary.
Don’t avoid or mask the issue at hand; deal with problems head on and with a

¢lear mind.
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¢ Get enough sleep. Adequate sleep fuels your mind, as well as your body.
Feeling tired will increase your stress because it may cause you fto think
irrationally.
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27) Managing Workplace Stress:

ork Overload + High

Unfulfilled Goals

Work overload, high

demands, and low
control often result in unfulfilled
goals. Translation: STRESS. And
since most of the time we cannot
change these stressors, such as an
emergency meeting called by a client

Demands -+ Low Control =

or boss, it is essential to learn how to
manage the way we respond to
workplace  stress.  These  three
proactive stress busters have become
essential ‘tools in  my stress
management toolbox.

Stress Buster One: Neutralize Work Overload with Small

Victories

When we are overwhelmed by the
magnitude of the work overload, we
often become paralyzed. We need
Fejuvenation.

Last May a participant in one of my
workshops shared how for the last
twelve years he had a 1962
Thunderbird in his garage—in pieces.
He had wanted to restore this car, but
the job secemed overwhelming. Last

January he placed a white board in
his garage and determined not go to
bed until he could write a completed
task on that white hoard. The task
could be as simple as "polish a
headlight " He announced to the class
that in only five months the car was
almost done. Breaking the project
down so that we can achieve small
victories  makes the overload
manageable.

Stress Buster Two: Regain Control with Routines

Routines stabilize my life. They are
the proactive, disciplined rituals that
produce balance, harmony and a
sense of control.

What are vour lunch routines? The
average manager spends fifteen
munutes a day for Junch in front of the
computer—waorking. This s not a
proactive way to gain control.
Recently I was working with
production supervisors who are under

the constant pressure of a high quality
production schedule. They have

recently started spending their lunch
time playing dominos together. They
have a rule that they cannot talk about
work, and when lunch is over they all
go back to their projects with a new
perspective  and  energy. Some
managers work out at the gym, go for
a walk, run, or go out to lunch with
some friends. I recently heard about a
group of emergency room tesidents
that used their 13-minute breaks to
have footraces up the stairwells.
They went back to a high stress
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environment laughing and feeling
good.

People can choose to control the
following arcas of their lives:
nutrition, breaks (i.e. lunch), exercise,
spirituality, planning, sleep, and even
commuting. Conmmuting seems out of
control because I'm trying fo
schedule a one-hour commute in 45

Stress Buster Three: Just Do It

Unfulfilled goals are & silent stressor.
For years my first beok was in my
mind, but not on paper. 1 read that
James A. Michener claimed that
many of his neighbors were better
writers than he. The difference,
however, was that he wrote and they
didn’t. He would get up each moming
and write for at least four hours, often
throwing away over 80% of what he
wrote. | got the point and realized
that | needed to quit thinking about
writing and just start writing. It made
all the difference. Spending a few

minutes. However, listening to audio-
tapes during a& commute, or reading
the newspaper on light-rail puts me in
control.

Establish disciplined routines in these
areas and you will not only feel better

physically, but also feel like your life
has rhythm and healing.

hours week writing, I soon had the
first book ready for press.

When T am stressed because of high
demand and low contrel, I need to
take this advice:

Neutralize work overload with small
victories

Develop healthy, disciplined rituals

And, Just do it
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28y Get A Lifel - Life Work Balance

"Yeu Can't Love Your Life
{f You Hate Your Work:

he average serson spands over

100,000 working hours in a

lifetime {40 hours a week, 58
bours a week for 50 vears), Arecent
Wall Street Journa#ABC News poll
reported that of Americans would
choose a new line of work if they had
the chance,

The first option is to "Be There™
Have vou seen the bumper sticker,
"The World is Run by Thase Who
Show (p" 1 oflen siart  our
wortkshops by asking the questions,
"Where are you today? "Are vou
here? Recenily one man said, "My
teenage daughter is baving her first
date tadav--1"m not joally here”
Angther said, "My house is supposed
to close escrow today, Tt aot
wotally here Afler listening o the
places people are in their mind, | ask
them to make a commitment to "he
here." And &y to be totally focused in
the dey's activities, stressing if 13 a
grest fesson for tife. To enjoy the day,
the job, the assignment, the projest,
we need fo "be there” We fovss so
much on multitasking, we have the
terdency tu be everywhere but where
wi pught to be. [t's a cholcs. We can
make a decision every moment we
are  with customer, co-worker,

The obvious guestions are: "Why
would people spend 100,600 hours
doing something they don’t find
sahisfving," and "What 15 holding
them back from a change?"

To enjoy our Hves, we need to pet a
iife by making one of two choices

project, or boss. We either need to be
there, or get out.

Tom Hanks, & former student
California State Liniversity
Sacramento, is a local celebrity aad
inspiratzont for  many  Sacramento
Theater Arts studerts, Recently | was
facititating a faculty retreat with e
Theater Arts Dopartment a1t the
University where Tom Hanks use fo
study and perform. Faculty members
were talking about students who have
become s involved in “acting” that
they refuse to degrade themsclves
with lowlier positions like painting
sets and working the lights. "We are
actors,”  they  respond when
instructors  aftempt  to recruit
volunteers 0 help with set design and
construction. One professer loves &
tell how Tom Hanks pamted sets, ran
the lights and workegd in costumes
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when he was a student. He was
willing fo do anything He was totally

“there” no matter what the task. No
wonder he is sucoesshul.

The seconkd option is to "Look for Trouble”

The fiery Zorba the Greek says, "Life
i trouble. Only death is not, To be
alive means to buckle owr belt and
ok for roebie" Bui that means
changes and change—-cven  change
meant o improve our Hvege-creates
stress. That's why we avoid new
experiences and tough choices. I we
decided we do not want to "be there”
in gur present vocation, then we need
o "get out®, The ultimate tragedy, as
River Wendel! Homes has said, is
that many people go (o their graves
with the music still in them We have
a song, dream, and vision in ouar
heaits, but we have never acted on it
We chonse to Hve in g dream world
and never take the siep to change.
Some of the saddest phrases in the
English language are "if only,” or "it

might have been.” Many people use
these phrases hecause they can’f take
the first step. They are paralyzed by
fear.

Today we have so many career
options, Most people spend far more
time planning the purchase of a new
gar or planning their vacations than
they do thinking about what they
really want & do with their lives,

We have two choices: We can choose
1o "be there” and bocome passionate
about sur inb, or we ¢an choose to
“got om”. As fohn Henry Mewman
says, “Fear not that yvour life shall
come to an end, but that it shall never
have a beginning. You have the
shoice,
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"Treat every customer as if they sign
your paycheck...because they do.”
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28) Successiul Handling of Customer Service Issues

ugiGmer  service  compiainis

are 2 part of the territory when

vou deal with the public.
Fhere are many Feasons why you may
receive a complaint; but in the final
anslysis, the reasons  incvitably
involve an unreasomable expectation
of somg sort or some type of
miscommunication. Castomer service
issues can be successfully resolved if
vou employ the tips outlined in this
aticle, which allows yew 0 stop,
taok, bisten then act with effcctive
COMSEqUENCTS.

Stop and ket the customer ol you in
his or her ewn words the problem, as
they perceive it Ohggrve  the
emotivns  and  atitudes  being
exhibited as well as the environment
ami surounding, Actively listen 1o
understand and make the customer
feet heard and respecied. With these
factors included n your mind-set and
thinking, vou can proceed to act in
effectively handling the problem,
with the results being a satisfied loyal
sustomer,

Five tips to belping you bring successful resolution fo customer service issues.

Actively Listen

Resolve #

L 3K 2

Clarify 1o get undersianding
Acknowledge something happen

Advance the relfationship forward

Listening allows you to understand the matter from the
custemar's perspective, right or wrong.

¥ou gel o share their thoughts,
fecling, emotions and possibly have
them even recommend a feasibly
resolution, without charge. In many
cases this is all that is required W
bring a successful resclution to some
situgtions. There was & simply
misunderstanding on someong part,
The gustomer or sales asseciate
allowed their cmaotions or irrational

reasoning 1o guide their judgment, 5o

fension was greated or it somehow
hecame personad verses staying in the
business aresa. I 18 now on your desk
andd you have to resolve it in the best

imerest  of the customer and
company.

Tresmt your customers with respest;
listening is an excellent sxample of
showing your concern, compassion
and respect.

The custormer will perceive thai yvou
and your company <are when you
take the @me fo listen to their
goncern. I some Instances it will be
a legitimate issuc vour company
needs fo address. In other cases, it
maybe the wrong day, the wrong
time, or the wrong people! Just like
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mixing fuel with flames, an accident
walting to happen.

Listening fo your customer gives
them an opportunity to release some
steam and get the heat off their chest.

After the customer has had an
opportunity to vent, it can become a
no harm, no foul situation or det us
just forgive and possibly forget, then

move on with cur lives! Learn from

the experience as a business and
company. Once a mutual solution is
reached, everyone usually fells better
for the experience. The act of
listening will allow you to take
inventory of the way you do business
and possibly clear up some policies
or procedures that are outdated or
could be deemed confusing and/ or
misleading.

Ciarifying the issues gives you an opportunity to understand the
problem and factors that lead to the matter being an issue that

requires your attention.

Think about it for a moment, how or
why would you fix something you
didn't know or think was wrong or
broken. Investing time and patience
to understand the problem and factors
that created the problem is time well

spent. This is your chance to right a
wrong or lay the foundation for
building a lifetime relationship. You
need to be clear of the issues hefore
vou can intelligently act on the
matter.

Next, acknowledge there is an issue.

This is not a time to point blame. It
makes no difference whose fault it
was. Something is broken! You have
to fit it. If you haven't acknowledged
anything being wrong, why are you
encouraged to correct anything? Point
being, you would not be face to face
or in a communication fist-ti-<cuffl

(whether verbal or written) if
everything was hunky-dory. There is
a problem, and it needs your
attention. Once you acknowledge it
you can then determine what level of
management to direct the matter for
resolution.

In many cases the customer will have already told you how they

want to see the probiem handled.

As earlier stated, the matter could be
as simple as one created by a
misunderstanding in communications
or an unreasonable expectations from
the customer. A simple apology,
shake hands and everyone walks
away with the problem solved.

I'm not an advocate of retaining all of
my customers. A very small percent
of customers in the marketplace are
mean, rude and/ or ¢riminal. Some
customers maintain a nothing will
ever please them attitude. Others are
intent on ripping you off from the
moment they walk through your
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doors or click on your website. They
onby hought your product or service
te use it and refund &, criminal
hehavior #t i1 finest!

This being said, the vast majority of
customers are honest and seasonable
people, Withowt them there would be
ne reason 10 be i business, Your
mission  statement shopld  inciudg
existing, @5 2 business o serve your
customers wants needs and desires
This attitude will allow you 1o seek
resofutions that are perceived as
reasonable and equitable in your
custormer's evesight. It also allows
you 1o maximize ihe revepus
potential of the :clationship ard nol
get blinded by the glitter of pennies.
Penny-wise and pound-foolish is not
a good revenue mode] for long-term
busingss success,

Some customer relationships need o
be ended before they begin, DBA,
Dead Before Arrival It s best for all
partics if you never mest to do

Finally, remember if cost § -

business. You don't Hke them, they
don't bike vou, and if is tot a good fit
for either party. (e excellent reason
16 end these toxic relationships early
is they can jtterally suck your energy
and time, which will fake away
creatively juices from other areas of
vour business. Look at the Jong-term
impact to your company and make
adjustments for the griel vou will
experiencs i acoepling  business
from this cafegory of cusiemers.

There are some dellars and seme
cusiomers your business could do
better without. The costs don't justify
the henefits. Then there are those
times when you have fo meke a
dectsion that is & the best interest of
the customer, company and future
business relationships. It 15 50 very
important to understand the Gfstime
value of your customer to be abic o
apply this last tp with sound
judgment. 1t is a skill o knowing
when (o hold'em and when to foldem

10 times more fo get a new

customer than to retain an existing cliant.

A loyal eustoreer is hikely to refer
others to your product or service for
years 1o come. With that said, vou
can see why it would be jogical to
work to advapee the relationship
forward in  successfulty resolving
customer service issues. The proof of

Bonus points!

The cliens is happy and tells their
frriends  and  associates  that  your
company bas integrity and value their
business, Al because of fve simple

the pudding is in the tasoing; ihere
was an issue, it gol ont of control and
created 2 mess  between  your
company and the chient. You step up
to the plaic and make the chiont feel
important, whole and respected.

techaiques that demonstrate you care;
Listen,  Clarify,  Acknowiedge
Resolve and Advance.

1
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Bottom-line

Remember you are dealing with
another human being. Somewhere
there was & breakdown in
communications or they failed fo get
what they expected. Either way, be
willing to listen to them; understand
the issues involved; recommend
viable solutions that benefit al parties
and work to move your relationship

with the customer to an even higher
level in your clients mind. Your
customer's perception is their reality,
it must be changed or bad-will will
continue to persist. The next time a
customer complains, remember this
could be & wonderful opportunity to
make a new friend along with a loyal
customer.
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“Leaders grow; they are not made.”
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30) Managing Meetings Effectively

Meeting management tends to be a
set of skills often overlooked by
leaders and managers. The following
information is a rather "Cadillac”
version of meeting management
suggestions. The reader might pick
which suggestions best fits the
particular culture of their own
organization. Keep in mind that
meetings are very expensive activities
when one considers the cost of labor
for the meeting and how much can or
cannot get done in them. So take
meeting management very seriously.

The process used in a meeting
depends on the kind of meeting vou

plan to have, eg, staff meeting,
planning meeting, problem solving
meeting, etc. However, there are
certain basics that are common to
various types of meetings. These
basics are described below.

(Note that there may seem to be a lot
of suggestions listed below for
something as apparently simple as
having a meeting. However, any
important activity would include a
long list of suggestions, The list
seems to become much smaller once
you master how to conduct the
activity.)

Selecting Participants

&

The decision about who is to attend depends on what you want to
accomplish in the meeting. This may seem toc obvious to state, but it's
surprising how many meetings occur without the right people there.

Don't depend on your own judgment about who should come. Ask several
other people for their opinion as well.

If possible, call each persen to tell them about the meeting, it's overall
purpose and why their attendance is important.

Foltow-up your call with a meeting notice, incfuding the purpose of the
meeting, where it will be held and when, the list of participants and whom
to contact if they have questions.

Send out a copy of the proposed agenda along with the meeting notice.

Have someone designated to record important actions, assignments and due
dates during the meeting. This person should ensure that this information is
distributed to all participants shortly afier the meeting.

Developing Agendas

#*

Develop the agenda together with key participants in the meeting. Think of
what overall outcome you want from the meeting and what activities need
to occur to reach that outcome. The agenda should be organized so that
these activities are conducted during the meeting.
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# In the agenda, state the overall outcome that you want from the meeting

+ Design the agenda so that participants get invelved early by having
something for them to do right away and so they come on time.

# Next 1o cach major topic, include the type of action needed, the type of
output expected (decision, vote, action assigned to someone), and time
estimates for addressing each topic.

# Ask participants if they'll commit to the agenda.

# Keep the agenda posted at all times.

& Don't overly design meetings; be willing to adapt the meeting agenda if
members are making progress in the planning process.

«+ Think about how you label an event, so people come in with that mindset; it
may pay to have a short dialogue around the label to develop a common
mindset among attendees, particularly if they include representatives from
various cultures.

Opening Meetings

© Always start on time; this respects those who showed up on time and
reminds late-comers that the scheduling is serious.

+ Welcome attendees and thank them for their time.

& Review the agenda at the beginning of each meeting, giving participants a
chance to understand all proposed major topics, change them and accept
them.

# Note that a meeting recorder if used will take minutes and provide them
back to each participant shortly after the meeting.

@« Model the kind of energy and participant needed by meeting participants.

+ Clarify your role(s} in the meeting.

Establishing Ground Rules for Meetings

You don't need to develop new ground rules each time you have a meeting, surely.
However, it pays to have a few basic ground rules that can be used for most ef your
meetings. These ground rules cultivate the basic ingredients needed for a successful

meeting.
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# Four powerful ground rules are: participate, get focus, maintain momentum
and reach closure. (You may want a ground rule about confidentiality.)

» List your primary ground rules oh the agenda.
If you have new attendees who arc not used to your meetings, you might
review each ground rule.

#» Keep the ground rules posted at all times.

Time Management

4% One of the most difficult facilitation tasks is time management -- time
seems to run out before tasks are completed. Therefore, the biggesi
challenge is keeping momentum to keep the process moving.

# You might ask attendees to help you keep track of the time.

# [f the planned time on the agenda is getting out of hand, present it to the
group and ask for their input as to a resolutton,

Evaluations of Meeting Process

@ [t's amazing how often people will complain about a meeting being a
complete waste of time — but they only say so after the meeting. Get
their feedback during the meeting when you can improve the meeting
process right away. Evaluating a meeting only at the end of the meeting
is usuatly too late to do anything about participants' feedback.

& Every couple of hours, conduct 5-10 minutes "satisfaction checks".

# [n a round-table approach, quickly have each participant indicate how
they think the meeting is going.
Evaluating the Overall Meeting
# Leave 5-10 minutes at the end of the meeting to evaluate the meeting;
don't skip this portion of the meeting.

# Have each member rank the meeting from 1-3, with 5 as the highest,
and have each member explain their ranking

4 Have the chief executive rank the meeting last.
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Closing Meetings

+  Always ead meetings on lime ang afterpt to ¢rd on a positive note

+ At the end of & mecting, review actions and assignments, and set the
tme for the next meeting and ask ¢ach persen if they can make it or not

{to gei their commitment)

# Clarify that meeting minutes andior actions will be reported back fo
members in at most 2 week (this helps o keep momentum going).

Meetings are onc of the most vital
elements of any business, so getting
the most out of meetings is of great
value, So many people quote bering,
upproductive meetings as being 2
‘waste of tune', that some sense of
itail is needed.
Managing meetings effectively will

help you make the best use of yours
and everyome else’s time,  whilst
acknowledging the tremendous value
of utilising those wmal opportunities
where people ger together in a
generative, growth  fooused  way.

Simple Actions You Can Take Today!

L

Consider the meetings yvoo took part in during the last week. Being reaily
honest, how productive wore they on 2 saale of 1 &0 10, What would a
mesting with & score of 3 better have been Hke?

What can you do in preparation of the nexi meeting vou are invelved, in to
make it work better? Comwe on, get up and be the source of change!
Comsider the behaviowrs in the meetings vou ase part of How do yen
personally behuve? Compare your contribution to others present. What can
you ds differently and how will yoo get this embedded deeply.

In your next meeting, observe carcinlly where things stat 1o go wrong - if
they do. Where does the résponsibility for the meeting lic on this occasion?
Who gets invelved in vour meetings - and who docsnt? Be really focused
about the value each gets from being there. Be prapared to exclude others -
and be careful and zenerous with owe yor fet peaple down.

What outcome would be the best possible from the meetings veu go to, to
reatly muke a difference? What need for movement and progress i
gveryons aware of?

Woald you benefit from more or less meetings next week? Consider what
yvou ¢could do with the extm time. How do vou balanced the added exira
time with the loss of meeting value,
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8. Ensure that everyone is clear of what is expected of them and by when, as
they leave the meeting. Get minutes out as soon as you can to ensure
everyone is really clear.

9. How do you 'park’ issues that come up that are not relevant to the meeting?
What is the process for acknowledging the real issues people face - but at
some other time please.

10. Review each meeting you go to and look deeply at what went well, and

what might have gone better - what can you change yourself to make things
run more effectively?
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31} (Change and Empioyees’ Involvement

mployee  involvement i

creating an emvironment i

which people kave an impect
on decisions and actions that affect
their jobs.

Emplovee ivolvement is not the goal
sar is # 4 tool, as practiced in many
organizations. Kather, i is 4
management and feadership
philosophy abeut how people are
most’ ensbled to  confribute  to
continuous  soproveamesl sed  the
ongoing  success of fheir work
orgamzation,

My bias, from working with people
for 40+ vears, i to involve people as
mch as possible in all aspects of
wotk decicions and plasming. This
involvement increases ownership and
commhtment,  refains  your  best
employees, and  fogters  an

Empleyee Involvement Model
For people and orgenizations who
desite a model {o apply, the best |
have discovered was developed from
work by Temnenbapm and Schmidt
{1958) and Sadier (1%70). They
provide & continuum for leadership

eavirenment i which people choose
fe be motivated and contributing.

How to invoive emplovees in
decision making and dontinusus
mprovement activities ig the strategic
aspect of involvement and can
include such methods as suggestion
sysiems, smanufocturing cells, work
feams, oonfinuous  improvement
maetings, Kaizen {eantnuous
improvement)  events,  corccotive
action  processes, and  periodic
discussions with the sepervisor.

infrinsie t¢ mest  employee
invetvement processes is waining in
team cffectivencss, commmumication,
atud problem splving; the
development of reward  amd
recogtion systems; and frequently,
the sharing of gains made through
employee involvement efforts.

aml involvemenmt that includes an
increasing rol; for emplovess and a
decreasing role for supervisors i the
decision  process, The contmuaum
inchudes this progression,

+ TFell; the supervisor makes the decision and anncunces it 1o siaff. The
supervisor provides complets direction,

+ Sell the supervisor makes the decision and then atiempts To gain
commitment from siaff by “setiing” the positive aspects of the decision.

+ Consult: the suporvisor invites mput into # decision while retaining
authority 1o make the final decision herself.
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# Joinr: the supervisor invites employees to make the decision with the
supervisor. The supervisor considers her voice equal in the decision

Progess.

To round out the model, I add the following.

+ Delegate: the supervisor mms the decision over to another party.

Employeé Satisfaction Ressarch

In a study, The Impact of Perceptions
of Leadership Stvle, Use of Power,
and Conflict Management Stvle on
Organizational OQuicomes by Virginia
P. Richmond, John P. Wagner, and
James McCroskey, the researchers
developed an instrument to measure
employee satisfaction using this
continuum (tell, sell, consult, join).

Their research discovered that, "the
supervisor who wishes to generate
positive impact on satisfaction with
supervision, satisfaction with work,
and solidarity and to reduce
communication anxiety should strive
to get her/his subordinates to perceive
her/him as using a more employee-
centered (consult-join) leadership
style.™ At the same time, however,
the supervisor cannot be seen by
employees as abdicating
responsibility for decision making.

The authors further concluded, "we
believe there is a relatively
straightforward explanation of this
finding. Leadership styles which
approach the employee-centered
(join) end of the continuum greatly
increase  the degree to  which
subordinates are asked to participate
in making decisions and/or make the
decision themselves. When this

approach hbecomes excessive, the
supervisor may be seen as abdicating
herhis  responsibilities-the  laissez
faire leader-or even deserting the
subordinate.

The subordinate may feel that they
are given more responsibility than
their positions should require and,
thus, are overworked or underpaid for
the work expected. Such reactions
could be expected to be reflected in
negative outcomes of the type
abserved in this study. We conclude,
therefore, that while the supervisor
should attempt te be perceived as
employing an employee-centered
leadership style (consult-join), he/she
must maintain a supervisory role and
avoid being perceived as abdicating
responsibility.”
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32) Embracing Change

hange is often very difficult
for people to accept and yet
ity happening every misute.
The only thing vertain is change

The Comfort Zone

Change means many things to people.
1t means stepping beyond the comfor
zone #nd inte the unksown, The
comfort zone iy that place where you
are accustomed - B may or may nof
sctualiy be comfortable, vou can be
miserable but avoid change bocause
af Jeast vou know what to expect
within the confines of where vou are
now.

Change

What does change mean to you? How
do vou cope when placed wm =
situation where something needs 1o
change - and thar something i3 vou?
Change st bad. In {agt, usually, the
change results in bester things, Often
the fear of change is reaily the fear of
not knowing what's around the cther
side of the change.

If change connotes fear for you, star
noticing how the fear impacts vou.
Recognizing the fear - wherg it conres
fromi and whar i feels Hye - i an
important part of moving forward,

Embrace the feeking, don't ignose it, -

But a5 you smbrace if, ask vourself
how the fear sorves you? What s if
you're really afvaid of?

Change means respensibility, Change

When you find that things are not as
vou want them to be in your life, iU's
fime to get comfortable with change.

in order to transform, you need f be
willing to take 2 chance o leam
something new, You need to be open
to possibilities other than what you
are accustomed and know that you
will grevw and become stronger in the
progess.  This  new  leaming
axperigace will expand your comfort
zone offering you increased personal
freedom.

starts with accepiing responsibility
for where you are right now, knowing
that vou have the ability o take vout
hife frorn where if is and create what
vou really want. Responsibility starts
with an iscreased awareness of the
way things are and the way you arg.
Not the way vou think things ars but
the way they really are. Twe things
are sequired for iniiating change:
openness and willingness - openness
fo a deeper understanding of what is
possible and & willingness 1o fet go of
the way # is and what has come
before. In order 1o transform, you
miust focus on the vision yeu hold for
the futyre instead of how it has been
in W past or even where it is today.
¥ medns getting clear about what vou
want and fhe vision you see for
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yourself, then making a commitment
to make it happen.

Change also means excitement,
challenge, and opportunity. Being
open for possibilities opens the door
to creating a life beyond what you
can think of today. [t means that there
are no limits to how wonderful life
can become if you are open to receive
that which the world has to offer.
Keep the focus on what you want
your life to look like and stop putting

Moving Forward

up with people or things that get in
the way of your dream. Identify the
source of . those obstacles and
eliminate them. Remember, you are
responsible for your life and it's
course. Stop gefting ir your own
way! Right now, this minute, you
have the power to change your life.
Make the commitment to no longer
accept mediocrity and you have taken
the first step.

Initiating change can be done in small increments - a smali shift in thinking,

attitude, and/or actions can create
dramatic results in helping you
change the course of your Fife.
Believe that you can create a better
life and visualize yourself there.
What will it feel like on your new
path? What you think about most of
the time, you bring about. You can
choose what you think about. Don't
focus on what has to change, rather
think about what it is you want - that
vision you have for your future - and
you will naturally move in that
direction. Immerse yourself in
thinking about your new vision.
Create a picture, collage, or write

Getting Ready

What needs to happen for you to be
ready to change course in life? What
lessons are presenting them to you
right now that you must learn in order
to move forward? What needs to
happen for you to  accept
respensibility  for  creating  and

about your vision and post it where
you ¢an see it regutarly.

Some changes are incvitable, like the
changing of the seasons and the
passing of time. You have a choice
over how you experience these
events. You can perceive them as a
rich part of the wonders of life or as
an unfortunate interruption of your
routine. People who have difficulty
accepting the passing of the years are
often the ones who are not fully
living. It is from this lack that they
fear the loss of time. And vet, they
have the power to choose a different
experience.

embarking on a new path? Be honest
about where you are and where you
want to be. Years have a way of
slipping by. If you are not ready now,
then identify what you need to leamn
in order to move forward. Wake up!
Your life is waiting.
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33) Personal Courage and Conflict Resolution at Work

Practicing personal courage s
necessary if you want. to really
resolve conflicts at work. It is much
easier and much safer to ignore the
necessary conflict and play ostrich.
Unfortunately, unreselved conflict
tends to escalate. It never really
disappears because it simmers just
below the surface. Think of water that
is coming to a boil. It burbles up in
the pot sporadically and then finally
reaches the boiling temperature. At
that point, a fall blown rolling,
constant boiling is seen on the surface
of the water.

Conflict behaves similarly. The water
may seem calm, but every once in
awhile, usually at the worst possible

The Benefits of Conflict Resoluti

This century's workplace makes
conflict resolution more important,
but alsc, more difficult. Team or
work cell environments create more
conflict as people with different
opinions wust choose to  work
together, often in close quarters.

times, the conflict burbles up to the
surface once again, Unresolved
conflict does not go away; unresolved
conflict can tumn into a full boil at any
time.

Many people arc afraid of conflict
resolution. They feel threatened by
conflict resolution because they may
not get what they want if the other
party gets what they want. Even in
the best circumstances, conflict
resolution is uncomfortable because
people are usually unskilled at
conflict resolution. Finally, people
can get hurt in a conflict and, at work;
they are still expected to work
together effectively every day.

Empowering work environments, in
which the traditional reliance on a
manager to solve conflicts and make
decisions, bring coworkers into more
frequent conflict, as they must work
issues out for themselves. Conflict
resolution also:

s Causes people to listen to and consider different ideas.

« Enables people to increase their alternatives and potential paths.

» Results in increased participation and more ownership of and commitment
to the decisions and goals of the group or person.

The goal of the people or the team is not to eliminate conflict but to leam how to

manage conflict constructively.

These conflict resolution steps will help you reach this goal. You've decided
resolving the conflict is more important than all of the reasons why people avoid
conflict. Here are tips to help you practice less scary, less intimidating, more
effective and successful conflict reselution, with an individual or a team.
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4 Create an environment that & ¢onducive to successful conflict resolution
Cuigt, private settings work the best. Agree prior to sitting down fogether that
the purpose of the mecting s to resolve the conflict. When you mazke this
agreement, ail parties amive prepared.

& Determine what outcomes you'd like fo sce as a result of the discussion. A
better working relationship? A betier solution 1o the problem? Increased
aliernatives for successfl projects? A broadened understanding of each
person's needs and wanis? Thoughtful sclutions and outcomes are infinite if
wou are creative.

+ Begin by allowing each party to express theit point of view. The purpose of the
exchange is to make sure both parties cleatly nnderstand the viewpoint of the
ather. Make sure each party ties their opinions to real performance data and
cther facts, where possibie. This is not the time o discuss; it i the tine o ask
guestions, clarify pomts for better understanding and fruly hear the other's
viewpoint.

« Agree on the difference in the poinis of view. You mwst agree on the problem
together o begin to search for & solution. Often problems gre simply
misunderstandings. Clarification can end the aeed for conflict resolution. Try to
focus ou the issses, not the personalities of the participants, Bon't “you" each
ofbier as in, "You always "

+« Explore and discass petential solutions and altematives, Try to fogus on both
your mdividust needs and wants and those of the other party. Afler all, if one
party "wins," thal means the other parfy “loses,” People who feel as if they have
isst, are not effective coworkers. They harbor resentment and may even
sabotage vour project er relationship, Make sare you discuss the posttive and
negative possibilities of each suggestion, before you reject any swggested
solutions. Build a discussion that is positive and powerful for all parties.

+ Agree on & plan that meeis the needs of all partics and the organization. Agres
on follaw-up steps, as aecessary, 10 miake the plan work, Agree on what each
persen will do 1o solve the conflict. $et clear goals and know how you will
MEASUTe SUCTEss.

@ Do what you agreed to do.

With mare experience in coaflict resolution, you will grow more comfortable with
conflict resolution. That's g positive outcome for the workplage. 1t will foster idea
gencration, hlp people get along, minimize negalive behaviors and promote the
success of ail in placing their attention where it belongs - on the customer.
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34) Effective Time Management

ime mapsgement i the

workplace can mesn the

difference between sutcess
and failure, Gioed timye
mansgement at work will increase
your productivity and redoce your
Stress.

Do you miss deadlines? Are you
stressed out and fecking like you have
too much o do and not enough time?
De you want{ 0 INCIgase your
praductivity and climb the company
ladder?

Making good use of wvour time
management at work can reduce your
siress, build vour gonfidencs, and
ierease your vahse 0 your company.

This rmakes time mamgement in the
waorkplace inapertant for you and your
company .

Here we provide some & tims
management at work strategies
that vou can implemesnt todry.

t. Know your job role and how your manager is measuring your

performange. .

Do you know what youwr job
eesponsibiliies are? Do you have &
Job scope? 1T you are contracting and
have specialist expertise, do you
know the expectagions the sompany
has of you?

One of the most imvportast steps that
vou can take o fmprove your tme
management in the workplace is o
clarify your role with your manager
and know how your manager i
IEEYUFINE YOUF progiress

When you know your role and key
performance indicators it is important
o determine the activities that will
contribute 1o those key result argas.

Use this action template 1o identify
the key activities for each of key
result areas i your work.

Having a ciear idea of the what neede
te be done can help vou aved
wasting time and do those activities
that are most imporiant (e vour job.

¥y clienis wll me that when they
know exactly what activities are
important i pives them the power
decide {and possibly asay no} which
tasks that have little tmpact on your
targets. This alone can improve your
time management in the workplace.

My clients have found that setting career goals around these key performance areas
can greatly morease their value to the company they work for.
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2. Managing interruptions.

Your mobile and desk phene are
ringing, several messages have come
into your email and a work colleague
is asking you a question - how are
you ever going to reach that
important deadline?

Interruptions cost you time and
productivity.

Did you know that according to a
survey conducted in 2005 "The Cost
of Not Paying Attention: How
Interruptions  Impact  Knowledge
Worker Productivity,” that
interruptions took up 28 percent of
knowledge workers time.

These interruptions may ot may not
be in important, but they are possibly

What can you do today?

urgent to the person doing the
interrupting. An important question
ask  yourself is:  "Are these
Interruptions more important to me
(and the company} than the task that [
am doing row?"

in a world of increasing technrology,
one way to deal with distractions is to
remove yourself from the technology
- not likely....is the resounding reply!

While interruptions are fact of
warking life, a better way to improve
your time management in the
workplace is to manage your work
environment and the surrounding
technology to.  reduce your
distractions.

I. Plan for interruptions. Know that you witl be interrupted - which can reduce

feeling so negative being interrupted.

2. Many workers spend 2 hours reading and responding to email. Email has
the potential to dwarf all other forms of communication - thus reducing
distractions with these email tips can benefit your time management in the

workplace.

3. In your time management schedule, have a block of time each day that you
are not interrupted. Either remove yourself from the work environment, or
find a quite room or let others know only to interrupt in the case of an
emergency. See this time management stary about the importance of a time

management schedule.

4. When interrupted, ask questions about how important is this - get the
person who interrupted to rate the importance of the task on a scale of 1 -
10. Ask them whether they have asked others, and probably most
importantly, ask them what solutions or actions they have come up with.
This question alone will improve your time management in the workplace.
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3. Remain focused on your important and urgent activities.

Now that you know these activities
your manager is measuring your
performance with, staying focused on
your priorities is critical to good time
management in the workplace.

But with email, phone calls and social
networking sites all competing for
your attention, staying focused can be
hard to do.

One method is download a to do list
in which you prioritize those tasks
that are impornant for achieving your

targets. Make sure you spend the
majority of the day doing those
activities that are most important to
your job.

Even though situations will arise with
colleagues or clients that demand
your immediate attention, having a
plan of your work day is a good thing
to come back to afier being
interrupted.

4. Be specific about your next action,

When I Jook at client’s to do list, they
often have tasks that are really a
group of tasks.

For example the other day, I had a
client whose to do list included "train
the sales team” and “develop a
business plan”.

What can you do today?

For each task in your to-do list write
down the actions that you need to do.
Ideally, vour to do list should involve
a specific next action item for the
sales team".

5. One-off reports and projects.

Ofien there are one-off projects or
reports that you may need fo do.
Whether it is an assignment, a work
report, or a complex assignment with

Taking an idea from SMART goal
setting and alse David Allen's book,
Getting Things Done (GTD), it is
important to get specific in your to do
List,

project - such as "book meeting room
for sales team" or "prepare draft of
presentation for

many people across different sites,

these steps to project planning can
increase the chances of on-time
project success.
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6. Too much to do and not enough time: Delegation could be

the key?
Delegation is one of the most talked
about yet underutilized ‘skills in time
management.

Given that the benefits of delegation
are that it can free up more of your
important time for tasks and increasc
the confidence and skills of the
people around you, [ am surprised it
is not used more often.

There are many reasons why people
don't delegate. If you avoid effective
delegation you could be harming
youwrself and causing greater stress
and frustration for your employees.

However, (o reap the benefits of
delegation it is important to do it

right. Follow these steps to successful
delegation.

Do it now and beat procrastination

Procrastination can cause you Stress
and is probably one of the biggest
time wasters in the workplace.

When | work with clients, often [
"peel back the layers" te identify
what is causing them to procrastinate.

Knowing the Causes of
procrastination is a goed place to start
to beat procrastination in the
workplace.

137

Fore more information on these articles and other Staff Development issues,
please contact us on ex— 35268, 33136, 35370 or e-mail us at

SDU@uneca.org



Creativity & Problem Solving Skills

“An idea that is developed and put
into action is more important than an
idea that exists only as an idea.”

Edward De Bono
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35) How to Be Creative

¢ vou ever gat asked “Where
did you gef that idea from?’

in any of vour projects or
pieces of work and vou couldn’t
answer the question? Well,  have
actually come across that 3 fw times
and it made me think to myself,
where de | get my creativity? How do
1 get my creative juices fowing?
How do | boast my creativity?

Mind mapping

I made 4 short list of wherg { usually
got my ideas flom and came down to
two things | slways did to get my
creative Juices flowing, that heing
mindmapping and fnding inspiration.
| then compared my ways to other
creative individuals on the net but we
will get 1o that in a bit.

So what? Everyone has heard of mind mapping but are you deing it in the best
posaible way - the way that suits vou best? The kay to peribsting mind-mapping s

creating yoar own personal style.

LR 2R AN 3

maps?

B0 you use keywords? Images? Bok?

Do vou use a varwiy of colers?

Do you use 2 hicrarchy system? A number system? Outlines? Circles?

D you use random words for inspiration or de vou relate words? Both?
Arg all lines & thoughts coanected? Or do you loiter off inte new mind

You must find the best methed that suils you, as the key to gelting great ideas and
getting your creative juices Howing 15 by perfocting your own personal style, as aot

evervone has the same way of doing things.

Finding Inspiration

If you are really stuck for ideas (even
after mind mapping), | kave always
found that by getting an ldea of what
other people have done and what has
susveeded (or failed) is a great way to
get vour feet oif the ground again.

Try looking m books, mugazines,
newspapers, on  then  internet,
Journals, and any where ¢lse you can

think oft Checl this post on where ©
find design imspivation.

Although  mind  smapping  and
inspirgtion are fwo gieat ways of
getting creative, there are many other
ways to help vou out, For example, a
creative blog by the name of Thizk
Simple Now outlines in an article
how 10 get to your inner greativity.
See bolow.
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Other Creative Methods

Have you ever tried practicing any of the methods below? Give it a try, you’ll be
surprised.

*

Get Relaxed - Take a moment to do something that makes you happy; that
brings you joy; that you love; that centers you. Meditate, take a walk, go fora
swim, read something that puts you in a goed mood, write a diary - writing
down your thoughts.

Give Gratitude - Thinking about all things you are grateful for produces a
positive energy flow and vibration. As you foel the love in your heart for all the
wonderfizl blessings and gifts in your life, you will instantly relax and feel all
warm-and-fuzzy inside. In that moment of warmth and love, you are open fo
creative energy.

Tickle Your Imagination - Tmagination is highly visual. Try closing your
eyes, and imagine that you are in a scene, any scene. Okay - pick your ideal
scene, practice seeing the details of your environment in this scene. See the
colours, the textures, touch something. What does it feel like? What do you
hear? What do you smell? What is the temperature like? Etc. This makes you
more relaxed and gives you gratitude also.

Be In the Moment - Every outstanding musician or artist will tell you that
when they are creating great music or art, there are no thoughts, they are
completely in the moment, and experiencing flow. Athletes call this ‘being in
the zone*. You can practice present moment awareness by giving full attention
to whatever you are doing: eating, washing dishes, making your bed, etc.
Meditation helps tremendously. The book “The Power of Now” by Eckhart
Tolle is also highly recommended.

Be Inspired - Practice seeing beautiful things that moves you emotionally.
Flip through a book containing thought provoking images, go to an art gallery,
read something inspirational, talk to someone whoe calms you.

Draw - This may sounds funny, but one of the effective ways to practice
getting in touch with your creative side is to start drawing. Drawing forces you
to see things differently.

See Alternatives - Be curious. Practice asking yourself how to do
something differently. When sceing the solution to a problem, ask yourself,
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“What are some allernative ways to doing this?. Develop the mental attitude
that “there is always another way” even when alternatives seem ‘impossible’.

+ Be Open - Never shut down any idea that comes your way, do not make
judgments about it. Appreciate any idea that comes to you, €ven anes that seem
“stupid” or “obvious”. This way, you encourage more creative ideas to surface
from your being.

¢« Think on Paper - With a bunch of loose paper, start jotting ideas down.
Write everything down that comes to your head: random words, phrases, ideas,
thoughts... sometimes you might want to circle things and draw lines to
connect ideas. When an inspiration hits, follow it. If you suddenly have a
different idea, jot it down somewhere on the page or in a new page.

What other methods do you use to be creative?
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38) Developing Your Problem-Solving Skills

eing a god troubleshooter
Brequires patience, flexibility,

and creativity. Here" how to
improve the skills you need.

Four years ago, ll-year-old Cory
Snyder, of Bowie, Maryland,
recognized a problem. The Bowie
Volunteer Fire Department needed
infrared goggles. These goggles
enable firefighters to sec through
smoke and save lives. The problem
was that each pair of goggles cost
$25,000. Gory solved this dilemma
by creating a foundation called
Project Rescue Vision. He met with
businesses and sent 10,000 fund-
raising letters. Through his efforts, he
collected enough money to buy the
needed goggles for the Bowie
Volunteer Fire Department.

Since then, Gory has raised $22,000
more for firefighting equipment. He

A Appeal

The ability to solve problems
efficiently is ome of the top 10
qualities that companies want in new
employees. This is what Kellah M.
Edens says. She is an education
professor at the University of South
Carolina in Columbia. "During job
interviews, it's common to be asked
‘what if questions,” says Edens.
"How you answer will demonstrate
your  problem-solving  ability.
Generally, these questions deal with
real problems in the workplace."

has also helped 102 groups around
the country start similar projects.
Recently, he won a "Take Action"
award from React Magazine.

You might not receive national
recognition for the problems you
solve. But you do use problem-
solving skills on a regular basis.
Problem solving is wrestling with
algebra or chemistry homework. But
it's also taking on the day-to-day
challenges of being a human being.
At schooi or work, you are
confronted by challenging situations.
For example, what do you do about a
lost wallet, a misunderstanding with a
friend or co-worker, or a forgotten
assignment? How well and how
guickly vou deal with these situations
matter. Your problem-solving skills
can greatly influence your personal
and professional success.

Why do interviewers ask "what if"
questions? Applicants with  good
problem-solving skills usually have
positive personality traits, such as
paticnce, independence, and
curiosity. Good problem solvers
usually have self-esteem,
competence, and a responsible
attitude toward decision-making.
"Other problem-solving traits include
flexibility, open-mindedness, and
tolerance for ambiguity
[uncertainty]," says Edens.
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Step-by-Step

The most productive problem-solvers
also are creative. Take Albert
Einstein. The world-famous physicist
understood that most problems have
many possible answers. And the first
answer is not always the best.
Generating multiple  solutions  is
highly desirable, To do this, you must
think less rigidly, or "outside the
box," says Michael Michalko, author
of Thinkertoys: A Handbeok of
Business Creativify.

Edens cautions against the tendency
for people to get stuck on only one

particular strategy. It might have
worked in the past, but may not work
as well in another situation.

Evaluate each alternative. Don't
criticize yourself or feel embarrassed
by any errors you make, writes
Michael E. Martinez, an education
professor at the University of
California at Irvine. If one real-life
exercise doesn't get the hoped for
result, try another and another.
Remain cool-headed. "Allow enough
time for ideas to form," suggests
Edens.

How do you do that? Take a step-by-step approach to problem solving.

# First, identify and define the problem.

# Then construct a strategy. Get the information and resources you need to

implement it.

Finally, monitor the entire process and evaluate your solution.

*

"Also, watch out for different
restrictions. Financial or time factors,
for example, may contribute to the
selection of a particular solution,”
says Edens. For instance, let's say

Practical Problem Solving

The best way to improve your
problem-solving skills is to practice
them. Your schoolwork probably
provides many opportunities. But
look beyond your role as a student.

As a community volunteer, a school
club member, or a par-time
employee, you probuuly face other
challenges. For example, you might
want to tutor a younger child. You'd
then create a plan for your student. Or
you might want to raise money for a

your goal s to acquire a certairn book.
You need to read and report on it in a
few days. The time factor probably
eliminates the-option of getting the
book on interlibrary loan.

class trip or set up a new club, Maybe
you want to figure out how to handle
a bully.

At home, practice problem solving by
dealing with family conflicts. How
can you keep your kid sister or
brother out of your room? How can
you complete your chores without
reminders from parents? Heow can
you save enough money to afford a
car? How should vou manage your
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allowance? How can you maintain

your privacy?

You will need strong problem-solving skills in your social life as well. Consider

these possible problems. How can you:

#+ avoid the drug scenc?
+ find friends you really trust?

+ handle peer pressure?

# maintain your values when ethical conflicts arise?

+ communicate honestly with your peers?

Practice problem solving by yourself
and with a friend or group. Do you
have a club fund-raiser to organize?
See "Test Your Problem-Solving
Skills"  below. You'll also be
improving your planning, time
management, and communication
skills.

Test Your Problem-Solving Skills

Smari strategists build up the mental
muscles they use in problem solving.
They know these skills not only make
them stronger job candidates and
employees. They also make them
better human beings.

How can you improve your problem-solving skills? By practicing them.

Below is a problem that needs solving. Read the problem. Then fallow the

gnidelines to your solution.

Problem

The band wants to raise money to attend an out-of-state competition. A committee
of five was selected to come up with fund-raising ideas. The deadhine that your
advisor set is five days away. The problem is that only three of the members
{(including yourself) have worked on the project. One student hasn't shown up for
the meetings. The other member jokes around and contributes nothing. What

should you do?

Guidelines

1. State the problem in the form of a question. Make it clear and specific,

2. Gather accurate information.

3. Brainstorm a wide variety of solutions, both creative and eonventional.

4. Examine and try alternatives.
5, Choose a solution.
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“Djversity is not about how we differ.
Diversity is about embracing one
another's uniqueness.”

Ola Joseph
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37) The Benefits of Diversity in the Workplace

iversity in the workplace is
fast becoming a norm, what
with the rampant

globalization of the concept of
globalization.

Companies/organizations no longer
operate on merely national grounds;
indeed, the greatest and more revered
of organizations are those that operate
on an international level, Diversity in
the workplace is then inevitable, with
the coming together of various
cultures to form the system of a
workplace,

The benefits of diversity in the
workplace are plentiful, and more
often than not, yield results to better
the gains of any organization in
which it is employed. One such
benefit is the widened pool of
viewpoints and ideas which are likely
to surface in a staff of many varying
cultures; in short, a diverse culture.
This is due to the fact that each and
every person brings with them a
different set of beliefs and
experiences, which, in time, prove to
be useful for the organization as a
whole. Take, for exampie, the highly-
prolific magazing that has swept the
nation and caught the interests of its
target audience-Seventeen Magazine.
In an organization such as this, a
wide variety of fresh and new ideas
are inevitably required for the
publication of each new issue. As
such, an easily accessible pool of
thoughts must always be placed at the
ready, for the exclusive use for the
planning of monthly themes and

articles. A staff that is comprised of
diverse culures and races will bring
to the table a wide selection of topics
based upon their own individual
cultures and experiences, and this, at
the end of the day, is nothing short of
enormously  beneficial  for  the
oTganization.

Yet another benefit of diversity in the
workplace is the increment of
adaptability, both from a staff-based
angle, and also from an audience-
based angle; that is to say, that this
benefits both the audience, as well as
the staff of any particular
organization. Increased adaptability
in the workplace generally means, for
a member of the staff that, over time,
the concept of diversity in the
workplace will become more
commonly-employed. It is therefore
only natural that any member of a
diverse staff accepts this readily, and
becomes enculturated in this manner.
They therefore adapt to the rising
needs of a diverse staff, thus
eliminating, or at the very least,
decreasing the force of the resistance
against those who are different. As
the saying goes-"One has to start
somewhere." For the target audience,
however, increased  adaptability
carries the meaning of products and
services that are adapted to best suit
them, by the organizations that
control said products and services.

This  is particularly important in
organizations such as adveriising
agencies, which require a deep
understanding of the target audience.
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In light of such situations, o diverss
wogking staff i the organization
hoids a greater chance of studymg
thelr target audience fo greater effect,
ang therefore holds a grester chance
of adapting theis product fo suit their
audience. An Hndian-born man in an
American-based production company
koows best how 1o market ithe
product to his own people, in his owa
hemeland, based on his own cubturg!
knowledge and past history. It is
thercfore undeniable that such forms
of diviersity are of great mportance
any organization in question.

One other benefit of diversity in the
workplace 15 the effect it has upen the
service range of a  particular
organization. With the employment
of diverse staff members in the
workplace, a broader range of
services sre put out for the benefit of
both the arganization and also for the
berefit of the target audieace. This,
therefore,  allows  snv given
organization the ability to operate on
a global basis, as is required of the
fimt-paced world of today. Take, as
an examale, the widely
commerciatised soft-drink company.,

The Challenges

A diverse waorkplace is comprised of
men and women of various culfures
and skin-colours. In the werld of
today, many workplaces are fast
becoming diverse, egpged on by the
rampant  growth of globalization
amangst muitenational
companiesorganizations, Of course,

Coca-Cola, whe have successiufly
mataged to have their  producks
exported 1o all pars of the workl, In
light of this situation, it is of wtmost
importance, i gach and every Coca-
Cola branch in the aforementioned
various parte of the world, that the
staff-members are well-coordinated
sad sufficiently leammed, m order 10
better market their product & their
target audience. A Coca-Cola branch
i an Asian counfry, Japan, for
cxample, will, no doubt, equire those
of Japanese heritzge in their staff. ¥
is in this manner that coltural anmd
fanguage barriers will be overcome,
thus cusuring proper dissemination of
the product to the target audience for
the benefit of the company,

While there are a great many chyious
benefits  which are spawned of
diversity in the workplace, we must
come to understand that the convept
of diversity has not vet been fully
accepied as of now. The challenges of
diversity must be faced, and faced
kead-on,  just  as  incorporation
methods must be devised. Only then
can we truly reap the benefits of 2
diverse workforce,

a diverse workforce camies many
berefits, but what we must cone o
understand is that diversity i the
workplace, like any other concept,
faces challenges from the realities of
our wotld.

One such challenge i the lack of
onderstanding that is likely W occour
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between two people of different
qualifications. In this sense, it may be
surmised that two people, or two
groups of people working within the
same organization, find difficultics
understanding one another, This may
be due to various reasons, ranging
from language barriers to the level of
one's education.

Yet another challenge faced by the
concept of a diverse workplace is the
threat of resistance between those of
the ordinary majority towards those
of the diverse minority. This is true
for all forms of resistance; gender-
based  resistance,  culture-based
resistance, religion-based reststance,
and  sexuality-based  resistance,
among many others. A contributing
factor to the resistance of the
minority by the majority is the ever-
present idea of ethnocentrism; that Is,
the belief that one’s own culture is
superior to all others. An example of
culture and religion based resistance
may be found in the many
organizations in which the staff is
comprised of a diverse group of
people. Those who are just the least
bit different are seen as alien and
incompetent, and are often ignored by
those of the majority, who, all too
often, refuse to work alongside this
diverse  minority. Gender and
sexuality-based resistance, however,
may be found in workplaces such
hospitals and airline companies,
where male nurses are looked upon as
effeminate, and female pilots as
manly. In general, both the former
and the latter are labeled the odd and
different ones in their respective

workplaces, and are often the
receivers of ridicule and torment.
This, of course, leads back to
resistance.

One other challenge faced by a
diverse workplace is that of
miscommunication between people of
different cultures.

Each and every culture comes with it
a set of norms, that may or may not
be accepted in other cultures. It is
inevitable, that when bumping heads,
different cultures may experience a
sense of difficulty in adapting to the
opposing culture's norms. It s,
therefore, also  inevitable that
miscommunication due to cultural
differences will occur in a diverse
workplace. An Australian-born man
in the employment of & British
agency will find himself faced with
problems of commonplace slang in
the course of daily conversation, as
both cultures associate different
things with different words. He may
discover, while ordering hunch for his
colleagues, that things are named
quite differently; french fries as
chips, among other things. In rather
more severe cases, he may very well
end up making a bigger jumble of
things as opposed to merely messing
up a lunch order. Yet another
example of miscommunication with
regards to cultural differences may be
found in non-verbal gestures, which
are cxceedingly important in just
about every culture. Greetings, for
example, are varied; the bowing of
the Japanese to their superiors may
not be accepted in the Americas, just
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#5 the kissing on both cheeks of Hh
French may not be accepted in the
Asian continent. The failure of an
empiovee fo propesly reslise the
meanings of these nos-verbal
pestures may bring about severe
consegquences, both t his, or her job,
and to the reputation of the
orgsaization in question.

In onler to reap the bencfits of a
diverse workforce, we st first ook
through our differences, and lears fo
aceept them.  The challenges of
diversity must be faced, and faced
swifly. Only then can we be a muly
united, yet divarse workforee, and
such is imporiant in the world of
todday.

38} Managing Cuitural Diversity

Diiversity in the workplace & now an
important issue because its effective
management can make 8 company,
while maproper management can mar
it. Workplace diversity is generally
regarded by smany as only conceraing
a group of workers in 4 workplace
with different socio-culiyral
background and tanguages.
Workplage diversity i more than
this. it invalves age diversity,
ethnivity, ancestry, gender, physical
abilities or qualities, race, sexual
orientation, educstional background,
geographic location, ingome, maritad
status, rebigious behiefs, family class
work expetignce ¢ic.

Diversity of workers s any influence
that car cause workers' delimitation
oF demarcation.

Diveryity of workers can be due o
the disparities in their different ages,
religious  helief, locations of the
ranches they are working ete. A
worker in New York branch of a
linggries’ putiet may be feeling
superior {o snother worker from the
same lingeriss' outlet in Wiscousin,
Workplace diversity mansgement s

very inportant for the suceess of an
aorganization  becaue  workplace
diversity is inevitable in the global
business village. People cannot be
placed on the same salary, yet
difforential salaries is an issue wpder
workplace  diversity  and  human
FESCUFCEs management. Pecﬁe now
find it comvenient to look for and
work In different parts of the wordd,
Langesges  barriers, claghes  of
interests and oppression is just about
the many problems of diversity in the
workplace. But workplace diversity
can be valuable if well managed. The
USA is twougied for Hs  pood
management acumen because of is
diversity of cidture,

Imagine the combdnation in &
business, the organization of an
English man, with the agility of a
Chinese and innovation of e
Japansse.  Imagine  having  an
American  menager, a  British
designer, a Chinese auto engineer and
a Japanese production manager all
with their different culiure wesking in
the same organisation producing
vehicles in Detroit. If these workees
can turn their different socio-cultural
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background ine healthy nively, it
will Be a priceless vaiue for the
arganizalion, Produsts of
international  ergasizations {goods
and sgrvicesh are made for the whole
world o consume. The best products
for the world ¢an only come from
workers with different pesspectives of
viewing the producis due ® their
diversity. With workers of diverse
backgromd, an  organization  can
respend o opportuaities in the world
of business prompily, isnovatively
amd cost-gfectively. Any
crganizalion  that pool of human
resources against the principles of
workers'  diversity risk fosing s
talent to competitors and will have
‘old population’ af a later period.

International  organization  now
contract workers of  diverss
background, age, ecthaicity and
cuiture  to derive  competitive
advamiages over their compelitors,
Workers with diverse age means that
there will by easy succession of
managerment leam vear in, vear out.

It is detrimental to tumn i an entire
new workforce due to gxpiration of
their predecessors. Mixing young
workers with old werkers though may
have #s psychological disadvantege
of inferiority  and  superiosity
complexes, it can epswic there is
proper fraining of voung ones w iake
over from He old workers, It will also
combines the freshness of the youths
with the experignces of the oids. Bag
how can these diverse workers be
kept together 1o derive the best of
their abilities and traigs?

Managing divessity in the workplace
epquires  sefling  omt  posk  and
objeefives of what is to be achieved
Fom proper masagement of workers
of diverse background and qualities.
This goal 5 usually to have a
gohesive tearn that works
dynamically for the success of an
arpapization.  The challenges of
workplace diversity can be tumed
into srategies  for  placing  an
ofganization in a vintage position
over and above its competitors. There
shauld be  manager, whose role 5 1o
manage the workers of divers
background., Workers with diverse
socio-cultural background should be
allowed to mingle and mix through
mectings  and  reguiar  reteats.
Training should b organized @
forester appreciation of  diferent
culiure of workers and  lenguage
barriers should be brokea theough
weining of workers 1 the official
languzge of  the  organization
MNowadays, employers prefer
secruit workers that can speek in
meze than one inlsrastional langoage,
Classes can be organized for workers
to adopt another popular language.
Workers should also commmicate
fregly with cach other, in an informal
way, irrespeciive of thewr age
difference.  This  attitude  Breeds
intimacy and ‘open-mindedness’.

Crgasizations  should  establish
cosporate cultwre which will be
enshrined in the workplace. Workers
should be allowed to share their
wxperiences of working in  the
organization during mectings and
retreats. There shouwld challenges for
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the workers to work as sub-groups.
Sub-grouping a team for tasks
execution has been proved to be
helpful in achieving results. Through
sub-grouping and mock sessions of
organizations, qualities of different
workers can be identified. Regylarly,
the members of the two or more than
two teams, depending on the size of
the organization, should be swapped
to  encourage interaction. The
manager should carry out opinion
survey of all members on how they
feel working in each group and their
preferred leader/s. The leadership
identification exercise after a long
period of time will ensure there is
easy delegation of leadership roles
and succession. The manager can

Tips

Probably the most overlooked tip for
managing diversity in the workforce
is that you need to hire qualified
applicants. Managers who  hire
applicants based solely on their
minority status are doing a disservice
to the minority. It perpetuates the
myth that there are no qualified
candidates in a given minority and
that's simply not true. The best way to
manage diversity is to start from the
basic assumption that people are
people.

In any group of people there are thase
who are good or great or bad or
awful. The entire spectrum of
abilities is represented. From a
business perspective you should base
the majority of vour decisions on
cach person’s skills and abilities.
After you hire a minority you should

introduce awards in the teams for
good works and innovations.

Diversity in the workplace is
challengeable as it is productive and
dependable. [t can ensure there is
dynamics in the team of the
organization that has it, if it is
effectively managed. It is inevitable
as the world is now a global village
and as a rule, all organizations now
enshrined it in their mission as being
"equal opportunity employer'. A
manager that worth is onion cannot
do other than to contend with the
challenges of diversity in the
workplace and manage #  to
advantage.

continue to treat them as any other
employee.

As a manager you need to be aware
of your tearn members heritage and
cultural choices. You need to be
aware of the skills, experiences, and
viewpoints they bring with them.
From a business perspective you are
tasking the members of your staff to
perform functions for a given pay. If
one of your employees has a cultural
bias against working on Saturdays
you need to evaluate the actual cost to
the employee of working that day
versus the cost of someone ctse in the
department being asked to do so. Are
you being fair in your decisions or are
you being oblivious to the needs of
your employees. Choosing to be
aware of your employees needs can
make you a much better manager.
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Dous that mean you should always
bow to ithe demands of minority
empioyees? Absolutely soff i you
ren 2 busingss that must be open an
wepkends  then  all  prospective
emplovees should be aware that they
might he scheduled o work on
weekends; ualess they specifically
make arrangoments prior to being
hired gmabling them to aveid that
sitnation. But if the requirement to
work  weekends s suddendy
introduced then you as the manager
need t¢ be sensitive to the needs of
your employees,

The second tip 18 to ool allow
emplovees o disrespest ¢ach other,
In a basiness situstion nobedy should
have the freedom to  disrespect
another. [t shouldn't matter if vou're
the CEO and you'ms wmlking ic a
janitor. We all have different skills
and abilities. They are all pecessary

1o the HRinction of a business
Disrespect  cauvses  frustration  and
frictios among empioyess and can
become an unagoessary cosi 1o the
company i either  reduced
performance or financial penalties in
the forns of legal setion.

Never assume that anyone (especially
based on minority status) is ncapable
of adding value to 2 situation, T once
heard 2 story of a truck that got stuck
om a bridge because the rear wheels
were going over a small hifl while the
front of the uck was frying v go
under the frame of the bridee. Traffic
was backed up for miles. Experts
were called in and spent most of the
day irying o resolve the problem,
The acteal solutiom came from a
smaft boy who wag watkching form
the crowd. He said "Why don't they
just let some of the air out of the
tires?"
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Accountability

“It is not only what we do, but also
what we do not do, for which we are
accountable.”

Moliere
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35) The Power of Accountability

ecently | commented o a
client that a newspaper article
bout her busmess contained

miskeading information and
imaseuracies.  Pofential  customers
wers going to be disappoinied when
they Jeamed that cerain features
described in the srticle dida't really
exist. "It's rot my problem.” said the
client, “I dida't write the article.” “But

didn't you approve t?" I asked. She
shrugged. "The reporter sead # to me
over the phone, but I couldn't cateh
everything,” was her dismissive-—and
irrespemsible-—answer.

One flimsy denisl dogs not an
unrchiable  person  make,  bat
somerimes # seems like ducking
respongibitity has become epidemic.

A Big Fiashing Meon Sign of Character

Accouniability 3 an old fashioned
idex fhat says vou are answerable for
your  actions—and  inactions. I
juestions come up of somcthing goes
wrong, s you who must absorb
seratiny. There's a subtle distinction
petween "z not finished”™ and “i
haven't finished it" The willingness
to be accountable for what you do
and what vou il or refuse o do ik &
crucial sign of characier.

Unsccountable  people  are  into
excyses, blaming  others, putting
things off, doing the minimum, scting

Take a Look at Yourself

How mccoantable are you? Does it
depend on the situation, o are you
always ready to accept responsibility
for your decisions and behaviors? On
g scale of 1-10, with lsrﬂgmseming

cordused and playing helpless. They
pretend  ignorance while hiding
hehindg doors, computers, paparwork,
Jargon and other people They say
things like *I didn't know, "I wasn't
there,” "I dom't heve time.” "It's not
my job," That's just the way | eam.”
"Mobody teld me” it isn't really
hurting  anyone,” and “"¥m  just
following orders.” Unaccountable
people are guick fo complain and
slow 1o act, In organizations, Jack of
accouniability is a highly comagious
disease,

"Never" snd 1D representing
“Always” rank vourself on cach of
these characteristics of
accountability, They apply equally to
professicnal and personal siteations,
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R R N

objectives?”

[ communicate regularly and accurately with associates.

IfT don't understand something, I seek out information.

| own my own problems and circumstances.

When I make a mistake, I admit it.

[ am proactive, often taking the initiative.

I ask for the things I need to do my job.

1 analyze my activities and ask, "How is this contributing to organizational

8. [analyze my activitics and ask, "What more can [ do?”
9. [ stand and deliver when it's time to report on my actions.

]b, | welcome feedback.

11. [ model accountabitity for the people I work with and supervise.
12. I readily confront unaccountable behavior in others.

Obviously, the higher the score, the better. Take a second fook at items on which
you ranked yourself at the low end of the scale. What can you do to become more

accountable in those areas?

Get Qut From Behind Your Job Description

In his weekly radio address on CBS's
KNX-1070 AM in Los Angeles,
Michael Josephson, Founder and
President of the Josephson [nstitute of
Ethics

{http://www josephsoninstitute.org),
told this story:

While stuck in traffic, Hank, a
manager of road crews, saw Nick
digging holes and Claude following
him to fill them up. Appalled, Hank
asked Nick what he was doing.
"What we've done for 10 years"
Nick replied. "I dig holes and Claude
fills 'em." "But that doesn’t make any
sense," Hank said. "Well it did until
last January when Phil retired. Phil
used to put a tree in the hole before
Claude filled it." "You've been doing
this since January? Why didn’t you
tell somebody?" Hank sputtered. "My

gosh, Phil got a retirement letter from
you, we figured vou knew."

Countless people in organizations
everywhere waste time and resources
digging useless holes. Engaging in
mindlcss behaviors that defy logic is
the antithesis of accountabhility.

Accountability means more than just
doing your job. It includes an
obligation to make things better, to
pursue excellence, and to do things in
ways that further the goals of the
organization. [f cutmoded or wasteful
tasks are part of your job description,
its your responsibility to do
something about it.

Human Resources Consultant Peggy

Foster (www,peggyfoster.com) has a
unique way of  measuring
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accountability in the workplace.
Foster suggests that you keep track of
time spent in three categories of
activity. First, how much time do you
devote to core responsibilities? These
are the "must do's” in your job
description. Second, how often do
you perform extras that contribute
significantly to the organization but
aren't really required? Finally, how
much time do you spend doing things
of  questionable  value, like
unproductive busywork, unnecessary
phone calls, and tasks you'd be better
off delegating? According to Foster, a
surefire way to increase your value
within the organization is to expand
the core category to include

progressively more "extras" while at
the same time eliminating
questionable  activities. In  other
words, stretch yourself and your job
description as well.

Be willing to rise above
circumstances, including youwr job
description if necessary, and do
whatever it takes to achieve the
objectives of the organization. Be
proactive. Recognize problems and
solve them in responsible, intelligent
ways. It doesn't matter where the
problem comes from. It might be
yours or it might be inherited. The
grucial question s, "What are you
going to do about it?"

Accountability Tools

Listen. Careful, attentive listening helps you gather up-to-date, accurate
information, identify problem situations and promote collaboration.

Question. Seek out information and ideas. Request clarification when you don't
understand something.

Invite and offer feedback. Find out what associates think about your ideas
and performance. Give honest, constructive feedback to others.

Be assertive. When necessary, confront situations and people in an assertive
style that is straightforward and truthful without being threatening or overly
aggressive. Ask for what you need to do your job effectively, like information,
assistance and support. And don't be afraid to say no.

Being accountable is one of the fastest ways to earn respect, trust, and promotions.
More importantly, it puts you in control of your life. Responding accountably to
life's challenges gives you the power to change things. That's the biggest benefit of
afl.
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Professional Ethics and Integrity

“Integrity without knowledge is weak
and useless, and knowledge without
integrity is dangerous and dreadful.”

Samuel Johnson
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40) Why People Break Ethics Codes?

thics in the workplace help the
Eorganization to grow and

prosper. They bring about
leadership, work culture and literacy.
Develop ethics for your workplace
such that, the foundation of it will
never shake or succumb to .the evils
of devious minds.

Ethics is defined as the method
designed for a code of conduct.
Ethics is a branch of philosophy that
addresses the questions of morality
throngh a set of behavioral
guidelines. A workplace being the
source of breed and butter for many,
also satisfies the self-actualization

Personal Ethics

Personal ethics is a branch that
determines the code of conduct one
adheres to. Its a course of action an
individual decides to take up in order
to reach the ultimate truth. As
personal ethics are, to each his own,
they differ. However, following
personal code of ethics brings

Honesty

'Honesty is the best pelicy' is a
statement as old as the hills and as
deep as the ocean. Yet, the commonly
practiced statement is, truth is always
inconvenient. May be it is, but only in
the short term. A myopic mind will
always see what is the short term
again, and thus indulge in lying. An

needs. It provides a reason as a
standard of living. Hence, by that
virtue, business ethics, which sustain
morality and help evolution have to
be followed at a workplace.
Following these ethics in the
workplace happen to be a personal
choice. A choice that cannot be
forced upon, but only explained and
expected. A workplace is a cluster of
individuals, and hence an
amalgamation of attitudes and
imaginations, which often dilute the
existence of ethics. It takes the zeal of
an evangelist to imbibe ethics in the
workplace force to grow the
organization ir a holistic way.

accountability and responsibility to
life. It gives & purpose and direction,
bringing out a meaning fto life.
Personal ethics are huge determining
factors of ethics at the workplace.
The same shall in elaborate, as the
article unfolds.

escapist act betrays you, because
eventually you can't. be fooling
yourself. Therefore, make a fresh
start to incorporate the aspect of
honesty with the new recruits, as
many a times you may COmME across
difference in personal ethics.
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Commitment

Commatment phobig traps more fhan
claustrophobia. It waps you within
vourself, siealing the fruth from you
that you can commit. However, i
workplace  thery B no  gvading
commitment. Comumitment {owards
your  workplace 8 the  biggest

Loyalty

Loyaly is faithfuiness towards your
work, Loyalty builds g sense of trust
among the smployees. it is & quality
that one alwavs wishes te find in a
friend or life panner. The same goes

Right and the Right

The shartest and the oldest wrirten
constitution ¢f this world, says each
and ¢very citizen of the land has the
vight o libertv, lik and property.
Each ane of us has g right to do what
we want. However, these rights s
governed by 4 set of rules formed due
to conditioning of the mind. These
rules are called as ethies. Henee,
every act should be dome with the
right 'right’ or ¢lse it only leads to a
coloasal chaos.

Honesty, lovalty, commitment and
rights go @ building a conducive
work cwsitute in a workplace. Tt
enhances (b business literacy and
helps addressing the problem in 3
much efficient manner. Although
personal etivics differ, they mmtter in
making of the ethical standards of the
wrganization.  Because of  the
difference, every employees needs
be put on one single ethical platform.
Right or wrong, good or bad, black or

motivating ingredient. Agreed, that,
commitraent  has © come  from
within, but & liftle coaxing can help
yvouwr employees 1o ses within, Help
your emplovess reach their inner self
to seek commitment so that your
organization prospers

towards absorbing it in a workplace
cthivs. A silly act of dislavalty wili
end things up in an unpleasanl way in
the present and in fifure as well,

white are the moral questions that
ordy the power of perception of can
decide, bt they all  demand
evolution, which finds its root 1o the
wthics i the workplace.

Business ethics are in the forefront of
today's wews as eiporate scandals
continue to surface throughout the
world,  Many  organizations  have
devgloped new ethic guidelines in the
fast few vears i1 an attemnpt fo
emphasize the importance of othics to
their management teams.

Despite the emphasis on ethics, most
organizations i3sue ¢thics stafemadts
and policies without addressing the
key issue, which s behavior
Orgamzaticns fall mio the false
promise that have z steng ethics
code their management foam will
somehow have the chaeacter and
poise to meet the ethics code.

159

Fore more information on thesg articles ard other Staff Development issues,

please cortact us on ex — 35268, 33136, 35376 or g-muil us af

SBUuneca.org



Article of the Week, 2009 — Professional Ethics and Infegrity

A recent survey conducied by the
American Management Association
and the Human Resource Institute
identified the top three factors that

would cause people to break their
organizations  ethical  standards.
These include:

Pressure to meet unrealistic objectives or deadlines. An overwhelming 70
percent of respondents indicated a willingness to break with standards if they
needed to do so to achieve a difficult objective or meet and overly aggressive
deadline.

Career advancement. In a distant second place, 39 percent said they would
compromise and ethical standard if it meant advancing one's career. This could
be taken to mean that the employee would break company policy for an internal
advancement or that they might reveal proprietary information in order to land
a job at a competitor.

Protecting their livelibood. The third most prevalent temptation is that of self
preservation. Thirty-four percent of the respondents indicated that they would

compromise ethics if it would protect their livelihood.

Two Proven Ways to Reduce Ethics Breaches

Two simple solutions are available to
organizations to reduce these three
potentially dangerous ethics breaches.

The first is relatively easy: use team
decision-making skills. The
effective use of team decision-
making skills sets realistic objectives
and deadlines for an organization.
This is not to say that the deadlines
and objectives represent any kind of
sandbagging, it is to say that the
group analyzes the decision to be
made and works together to achieve a
plan that is both expeditious and
attainable because the team believes
it is possible. The results are typicatly
astounding. One manufacturer that
use the program saw a 53 percent
decline in rejected parts within one
month after completing a
teamwork program.

A second successful method is using
interactive ethics workshops. These
workshops do not just discuss the
need for ethics or the ramifications of
not complying with ethics. The maost
successful workshops are those that
help individuals understand exactly
where it is that they would personally
draw the line when he comes to
breaking an ethic. Workshops of this
nature are filled with self-awareness
exercises that are instrumental in
helping understand exactly where the
person envisions the line between
right and wrong.

Most people realize that it is wrong to
steal a laptop computer.
Unfortunately many people feel it is
okay to steal a pen, But people don't
realize is at what point between a pen
and a laptop ethical becomes
unethical in their own mind. You can

160

Fore more information on these articles and other Staff Development issues,
please contact us on ex - 35268, 33136, 35370 or e-mail us at

SDUuneca.org



Article of the Week, 2009 — Professional Ethics and Integrity

do all the preaching you want about
what is right and wiong but until
someone really understands where

Tips on Establishing an Ethics P

Establishing an ethics program is not
an exact science. As with the
development of other organizational
programs, it involves the input,
interaction, coopetation, decision-
making, and ongeing commitment of
many people. Proper planning is
important, but the effectiveness of
any association’s approach also
depends on characteristics that are
unique to its culture, the leadership
style of the executive director and

they personally view ethics you will
not have a fasting impact.

rogram

executive team, the assoctation’s
relationship with its board of
directors, and so on. In addition,
discussion of workplace ethics can
raise sensitive issues. Some people in
your organization may have difficulty
or be uncomfortable discussing these
issues. Given these caveats, a
valuable exercise for association
executives is to first ask, consider,
and answer seven key questions:

I. Why might good people in this organization do unethical things?
[I. What are our organization’s values?
III. Have we adequately articulated these values internally and externally?
IV. Does our organization have written ethics policies, procedures, or

structures?

V. To whom is our organization accountable?

VI. What do we mean by “success’™?

vil. Does the leadership of cur organization support the idea of an ethical

workplace?
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41) Ethics in the Workplace

We've all heard these rules o live by:
Doen’t hurt, don’t steal, don’t lie, and
the more famous “Do unto others as
you would have done to you.” In our
personal lives most people try to
follow these rules. Ethics are often
thought of by many as something that
is refated to the personal side of life
and not to the business side. In some
businesses, having ethics may
actually be frowned upon. This is
usually due to the fact that business is
about doing what’s best for the
bottom line and not always about
doing the right thing.

Practical Impact

Executives  typically want the
answers to two key questions about
ethics in their offices: “How do
workplace ethics apply to practical
goals of my organization and the
work of my employees?” and “Is
there reliable data to support these
assertions?” The Ethics Resource
Center (www.ethics.org), a nonprofit
organization, assists leaders to impact
their organizations by identifying
ethical risks and establishing systems
to emphasize higher standards for
business conduct.

The Ethics Resource Center annually
conducts a National Business Ethics
Survey (NBES} - a rigorous
telephone survey of 1,500 U.S.
employees. The NBES findings are
encouraging for organizations that
have an emphasis on positive
workplace ethics. For example,
employees have high expectations for

It is commonly understood that there
are ethics and then there are
workplace ethics. Often we don’t stop
to realize that there is no difference
between personal ethics and ethics in
the workplace; ethics are the same
whether at work or in personal life.

After all, ethics are about making
choices that may not always feel
good or seem like they benefit you.
Ethical choices are the “right”
choices to make and are examples of
rules to live by.

ethics within their organizations.
Nine in ten respondents say that they
“expect their organizations to do what
is right, not just what is profitable.”

This suggests that most employees
are not cynical about ethics at work,
encouraging news when considering
the implementation or development
of ethics initiatives as the long term
success of any program rely on the
active support of employees.

Formal ethics programs and informal
ethics practices were shown to affect
certain key ountcomes. Employees
who work in companies with active
ethics programs who observe leaders
modeling ethical behavior, and also
observe the application of values such
as honesty, respect and trust applied
frequently at work, report more
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positive experiences that include the

foliowing:

= Less pressure on employees to compromise ethics standardy

#  Less observed miscondugt at work

&+ Cireater willingness to report misconduct

# Cireater satisfaction with their organization’s response to misconduct

they report

& Giregler averall satisfaction with thelr organizations

+ Greater Hkelihood of “feeling valued” by thelr organizations

Findings of Concemn

The NBES uncovered a substantal
gap betwegn  seniw and  nuddie
managers and lower-level employess.
A consistent  finding  with
mapagement was the perception that
their organizations have a posiive
cthical envirosment. This conflicts
with the perception of lower-level
empioyees however. This suggesis
that executives may underestimate
the importance of specific ethics
issues  and  concerns  facing
emplayees,

This disconsect may also position
executives to fail fo addeess these
issues  adequately  within  thelr
organization’s  ethics  programs.
Therefore it s imposnt  for
axecutives to include input from

Questions Answered

Let’s go back to our twe key
guestions. “How doe workplace ethics
apply o practical gouls of my
organization and the work of my

employees at lower levels in the
development of ethics programs and
to continwe to seek ot thele Input and
feedback on & reguiar basis.

[n addition 1o the comeumications
gap  betweer  emplovees and
gxecutives. one in three emplovees
believe that their coworkers will
perceive them as “smitches™ if they
report misconduct, This ig roughly
the same proportion of employees
whe believe that management will
see them as “teoublemakers™ for
wporting ¢thical comcerns, A key
¢lement to take away Ffom fhis
discovery is the need to address and
eliminate retatiation systemically, &
the mansgement zod peer fevels
throughout the organization.

employees?” and “Is there reliable
data 1 support these assertions?”
There are & variely of practical
reasens for execntives to focus on
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workplace ethics and reliable data
that supports these efforts. The NBES
findings consistently link ethics
programs [0 more  positive
organizations outcomes and increased
employee satisfaction.

It would be naive to suggest that an
emphasis on ethics will improve the

Establishing an Ethics Program
Establishing an ethics program is not
an exact science. As with any
organizational program, it will
involve the input and cooperation of
many people. The effectiveness of
any organization’s approach will
depend on characteristics that are
unigue to its culture, the leadership

work environment and soive the
company’s problems overnight. In
many cases a well developed and
organized effort to target key ethical
issues sends an important message. It
tells employees that your
organization is moving in a positive
direction, one that is positive for them
as individuals.

styles, proper planning, and so on.
Since some people may be
uncomfortable talking about the
issues of ethics it can be helpful if
management first asks, considers, and
then responds to the following
questions:

«  Why might good people in this organization do unethical things?

» What are our organization’s values?

« Have we adequately articulated these values internally and externally?

« Does our organization have written ethics policies, procedures, or

structures?

« To whom is our organization accountable?

+  What do we mean by “success™? .

» Does the leadership of our organization support the idea of an ethical

workplace?

With the feedback obtained by
discussing the questions above,
management will have a better idea
of the perceptions their employees
have on how the company is
performing ethically.

In the end, it’s all about beginning
with our personal and collective
understanding of ethics. The second
step is awareness of, and solutions to,
questions  concerning  ethics  as
applied to the workplace. Many
universities are now heavily applying
the teaching of ethics to their
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cutricula.  Graduates of  these
programs take this information into
the workforce with the understanding
that solid, positive ethics need to be
applied there as well as in the private
sector.

In a perfect world, corporations will
be better able to avoid embarrassing

scandals that appear and reappear in
both naticnal and world-wide news
scandals. Small businesses will be
able to keep and attract more clients
and customers. Negotiations between
businesses could be accomplished
with increased consideration for the
other company. This is something for
which we can all strive
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42} Conflict Resolution Skills for Healthy Relationships

ith most conflicts, it's
important to find a
resolution. This seems like

a statement of the obvicus, but many
people suppress their anger or just
*go along to get along.' They think
that by addressing a conflict, they are
creating one, and simply keep quiet
when upset. Unfortunately, this isn’t
a healthy long-term strategy. For one
thing, unresolved conflict can lead to
resentment and additional unresolved
conflict in the rclationship. Even
more important, ongoing conflict can
actually have & negative impact on
your health and longevity. (See this
piece for more on the detrimental
effects of relationship conflict.)

Unfortunately, resobving conflict can
be tricky as well. Handled
improperty, attempts at conflict

Get In Touch With Your Feelings

An important component of conflict
resolution involves only von --
knowing how you feel and why you
feel that way. It may seem you're
your feelings should already be
obvious to you, but this isn’t always
the case. Sometimes we feel angry or
resentful, but don’t know why. Other
times, we feel that the other person

isn’t doing what they “should,” but we

resolution can actually make the
conflict worse. For  example,
researcher John Gottman and his
colleagues studied the way couples
fight, and can actually predict which
couples will go on to divorce by
observing their conflict resolution
skills - or lack thereof. (Hint: If
you’re constantly criticizing your
partner’s character, or shuiting down
during arguments rather than working
through conflict in a proactive,
respectful way, watch out.)

For those who weren’t born into 4
family where perfect conflict
resolution skills were modeled on a
daily basis (and—let’s face it—how
many of us were?), here are some
guidelines to make conflict resolution
more simple and less stressful.

aren’t aware of exactly what we want
from them, or if it’s even reasonable.
Joumnaling can be an effective way to
get in touch with our own feelings,
thoughts and expectations so we are
better able to communicate them to
the other person. Sometimes this
process brings up some pretty heavy
issues, and can be helpful.
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Hone Your Listening Skills

When it comes to effective conflict
resolution, how effectively we listen
is at least as important as how
effectively we express ourselves. [t’s
vital to understand the other person’s
perspective, rather than just our own,
if we are to come to a resolution. In
fact, just helping the other person feel
heard and understood can sometimes
go a long way toward the resolution
of a conflict. Good listening also
helps for you to be able to bridge the
gap between the two of wvou,
understand where the disconnect lies,
etc. Unfortunately, active listening is

Practice Assertive Commumnication

Communicating your feelings and
needs clearly is also an important
aspect of conflict resolution. As you
probably know, saying the wrong
thing can be like throwing fuel on a
fire, and make a conflict worse. The
important thing to remember is to say
what’s on your mind in a way that is
clear and assertive, without being
aggressive or putting the other person
on the defensive. One effective

Seek a Solution

Once you understand the other
person’s  perspective, and  they
understand yours, it’s time to find a
reselution to the conflict -- a solution
you both can live with. Sometimes a
simple and obvious answer comes up
once both parties understand the other
person’s perspective. In cases where
the conflict was based on a
misunderstanding or a lack of insight
to the other’s point of view, a simple
apology can work wonders, and an

a skill that not everybody knows, and
it's common for people to think
they re listening, while in their heads
they’re actually formulating their
next response, thinking to themselves
how wrong the other person is, or
doing things other than trying to
understand the other person’s
perspective. It’s also common to be
so defensive and entrenched in your
own perspective that you literally
can’t hear the other person’s point of
view. (If this any of this sounds
familiar, you may want to read this
helpfisl article on listening skills.)

conflict resolution strategy is to put
things in terms of how you feel rather
than what you think the other person
is doing wrong, using ‘1 feel
statements. (See this assertiveness
training article for more on this, or
take the Conflict Resolution Quiz to
see what your conflict resolution
communication style is, and find tips
on being more assertive.)

open discussion can bring people
closer together. Other times, there is a
little more work required. In cases
where there’s a conflict about an
issue and both people don’t agree,
you have & few options: Sometimes
you can agree to disagree, other times
you can find a compromise or middle
ground, and in other cases the person
who feels more strongly about an
issue¢ may get their way, with the
understanding that they will concede
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she next time. The important thing is
to come to a place of understanding,
and #y t0 work things ouf in a4 way

Know When It's Not Working

Beeause of the toll that ongoing
confict can exact from a person,
somedimes it’s advisable to put some
distance in the relationship, or cut e
complately. In cases of abuse, for
example, simple conflict resolution
techaiques ¢an only take you so far,
and personaf safety noeds fo fake
priority. When dealing with difficull
faruily members, on the other hand,

that's respectiol wo all ivolved. (For
more information, see this article on
commamivation skitls )

adding a few boundarics and
accepting  the  other  person’s
limitations in the relationship can
bring some peace. In friendships that
are unsupportive or characterized by
ongoing conflict, letting gopmy bea
great source of stress relief Only you
can decide iF a relationship can be
improved, of shouid be fet go,
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43} Bullying in the Workplace

mployers are beginning to take
steps to make bullying as
unthinkable as sexual

harassment or drunkenness in the
workplace.

Schoolyard bullying - the torment of
one child by another - is often
compared te workplace bullying.
Both types represent a grab for

Psychological Viclence

A 1999  International  Labour
Organization (ILO) report on
workplace violence emphasized that
physical and emotional viclence is
one of the most setious problems
facing the workplace in the new
millennium. The 1LO definition of
workplace violence includes bullying:

"any incidemt in which a person is
abused, threatened or assaulted in
circumstances relating to their work.
These behaviors would originate
from customers, co-workers at any
fevel of the organization. This
definition would include all forms or
harassment, bullying, intimidation,
physical  threats/assaults,  robbery
and other intrusive behaviors.”

CUPE's National Health and Safety
Survey of Agpression Against Staff,
published in January, 1994, mentions
verbal aggression and harassment in
its definition of violence:

control by an insecure, inadequate
person, an exercise of power through
the humiliation of the target. School
bullies, if reinforced by cheering
classmates, fearful teachers or
ignoring administrators, grow up to
be dominating adults. When they join
the work force, they continue to bully
others.

"dny incident in which an emplovee
is abused, threatened or assaulted
during the course of histher
emplovment.  This  includes  the
appiication of force, threats with or
without weapons, severe verbal abuse
and persisteni sexual and racial
harassment.”

Bullying (general harassment} is far
maore prevalent than other destructive
behaviors covered by legislation,
such as sexual harassment and raciai
discrimination.

A Canadian survey on waorkplace
violence found that physicat violence
is often reported from outside
sources, such as customers, students
and patients. Psychological violence
is more ofien reported from within
the organization. A US. study
estimates 1 in 5 American workers
has experienced destructive bullying
in the past year.
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Workplace Policies Needed
One April 6, 1998, 2 former employes
of OC Transpo in Ottawz went op a
shooting  rmmpage  that left  four
gmployees dead, then took his own
life. The killer had himself been the
victim of workphace harassment.

Among the recommendations of a
commers  inquest  was  that  the
defmition  of workplace  violonce
should include not only physical
violence but  alse psychological
vivlesce such as bullying, mobhing,
teasing, ridicule or any other act or

Perpetrators and Targets

Over 72 per cent of bullies are
bosses, some are co-workers and 2
minority hully higher-ups. A bully &
equally likely 1o be 3 man or a
womsan,

The commmn stercotype of 4 bullied
person is semeone whe is weak, an
oddiall or a loner. On the contrary,

Profile of a Buliy

Adult bullies, like their schoolyard
cousterparts, tend 1o B¢ msecure
people with poer oF mon-existent
social skills and litle empathy. They
turn this insecarity outwards, finding
satisfaction in their ability 1o aftack
and diminish the capable people
around then:

A workplace bully subjects the farget
to unjustified criticism and trivial
fauli-finding. In addition, he or she
humiliates the tarpet, especially in
front of others, and  ignores,

words that eculd psychologically hurt
or isolate a person in the workplace.

Mo jurisdiction in Canada requires
emplovers to have a workplace
viclence prevaation program. For that
reason, the OC  Transpo  jury
recommended  that  federal  and
provincial poveIRmIENts enact
legislation 1o prevent  workplace
viclence and that emplovers develop
policies to  address violence and
harassment,

the target chosen by an adult bully
will very ofilen be a capable,
dedicated staff member, well liked by
co-workers. Bullics ars most hikely to
pick on people with an ability to
cooperate and a won-confrontative
interpersonal  style. The  bully
considers thelr capability & threat, and
determines o cur themn down.

overrtles, isolates and excludes the
target.

1 the bully i the target's superior, he
of she may: set the wmrget up for
failure by setting unrealistic goals or
deadlines, or deaving necessary
information  amd  resources; either
overload the target with work or fake
all werk sway (somgtimes replacing
proper work with demeaning jobs}, or
increase responsibility while
removing authority,
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Regardless of specific tactics, the
intimidation is driven by the bully's

The Burden of Bullying

Bullied employees waste between 10
and 52 per cent of their time at work.
Research shows they spend time
defending themselves and nerworking
for support, thinking about the
situation, being demotivated and
stressed, not to mention taking sick
teave due to stress-related illnesses.

Bullies potson  their  working
environment with low morale, fear,
anger, and depression. The employer
pays for this in lost efficiency,
absenteeism, high staff turnover,
severance packages and law suits. in
extreme cases, a viclent incident may
be the tragic outcome.

Prevention

Workplace  bullies  create a
tremendous liability for the employer
by causing stress-related health and
safety problems, and driving good
employees out of the organization.

The business case for strict anti-
bullying policies is compelling.
Potential benefits include a more
peaceful and productive workplace,
with better decision making, less time
lost to sick leave or self-defensive
paperwork, higher staff retention, and
a lower risk of legal action.

Identify bullying in your staff
handbook as unaceeptable behavior.
Establish ~ proper  systems  for

need to control others.

The target's family and friends also
suffer the results of daily stress and
eventual breakdown. Marriages suffer
or are destroyed under the pressure of
the farget's anxicty and anger.
Friendships cool because the bullied
employee becotnes obsessive about
the situation.

Moreover, our health care system
ends up repairing the damage: visits
to the doctor for symptoms of stress,
prescriptions for antidepressants, and
long term counsehing or psychiatric
care. En this sense, we all pay.

investigating, recording and dealing
with conflict. Investigate complaints
quickly, while maintaining discretion
and confidentiality and protecting the
rights of all individuals involved. It is
important to understand fully any
incidence of bullying and take the
problem seriously at alt levels.

Organizations who manage people
well outperform those who don't by
30 to 40 per cent. Development of
strong interpersonal skills at all levels
is fundamental to good management
and a healthy workplace.

There is no place for bullies in a well-
run organization.
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44) Professionalism in the Workplace

upervisory Skills Essentials

Are you e stroggling with

motivating employees to get
the most productivity? If so, then you
gre  probshkly  wondering how o
become a "motivating supervisor”.

Yoar employess can find metivation
if you are proactive in your

approach. Particulersly during 2 jough
economy, supervisors and businesses
must recognize emplovess for their
hard work.

Motivating Employees: How to Become a Motivating Supervisor

Have you ever walked into the office
and all of wour cmplovees stop
tatking and guickiv go back to work,
Were they slacking off until their
supervisor was there? s # simply
vour presence that i crealing
motivating employees? Even if it's
then  own  work  ethic,  when
emplayees are oot motivated, ¢an yoo
guess whom they blame — dheir
SUPETVISHT.

if you are straggling with motivazing
employees  to gel  the  most
productivity, you are  probably
wondering  how  to become 8
motivating supervisor. Your

emplovees can find vou motivating i
you e proactive i your approach,
Pagticularly  during  these  fough
gonnomic  tmes, supervisors  and
businesses must recognize empoyees
for their hard work.

If you can simply reaffirm the vaiue
of your employees during difficult
times for vour arganization, then vou
woi't lose your best people when
times are bright. Sapervisors have
struggled in this arca for vears. Dop™t
be disconraged; motivating 15 a skill
that can be lzarned.

Here are a few strategies ;ﬁmdcr,

Provide a nurturing
environment for your team.

H you are only concemed sbout
production and net about the people
whi: can produce, chances are, they
wifl not.  produce. Motivating
employess properly means caring for
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more than just bottom-line results;
this can often present a problem for
Many supervisors believe that it is
not their job to nurture their

employees — that nurturing is
something that should be done at
home. Those supervisors are
wrong. When cmplovees feet

genuinely cared for, then you are
motivating employees to increase
productivity. Being a motivating
supervisor means assessing what your
employees need.

Encourage personal growth.

This is important for you and your
employees. This can be difficult for
many motivating supervisors because
it is not something that can be

you,

Some people may just need to work
with other people who care about
them. However, as your organization
grows vou may need to consider
providing counseling or pastoral
care., There is a direct correlation
between the health of your emplovees
and the health of your organization.

measured. Have employees write
down their thoughts in the following
areas:

% First, their prioritics and what is important to them
+ Seccond, their goals and dreams for the future
¢ Third, how you as a supervisor can assist in motivating employees to

meet each of their goals

In addition, offer training and
development in areas that will
improve personal growth as well as
increase their effectiveness. Imagine
you have an employee who is always
latc and they tell you it is always
because of family issues. If he writes
down that his family is a priority, but
has a goal to be at work on time, then
perhaps you can facilitate by

Empower your employees.
Have you ever had a supervisor wha
spends all day looking over your
shoulder? Perhaps you have been that
supervisor, [s that really a way to be a
motivating supervisor who reaches
his/her employees?

enrolling him in a time management
course. This will hefp him meet the
needs of his family, and get him to
work on time.

When employees feel good about
themselves, they will perform.
Encouraging personal growth is
imperative for motivating employees.

Employees need to be trained, and
then empowered to make good
decisions. Trusting the people that
report to you can help towards
motivating employees to take on
more responsibilitics. When people
take on mare responsibility they
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begin to take ownership. This is a
good thing. People do net like to be
microinanaged. If you have provided

A top-down method.

These are some of the essential
strategies and skills possessed by a
motivating supervisor. It is up to you
to start being proactive and
implementing  methods  towards
motivating employees. Always
remember that motivation is a top-
down method.

Are you irying to meke the
transition from co-worket to
supervisor? Have you found

How to Transition from Co-Work

(With as Few Bumps as Possible)
Congratulations! You got it! The
promotion you have been dreaming
about has finally been offered o you!
But as you walk into your new office,
you realize that you have not only
just received a significant pay raise
and more holiday time, but a lot more
responsibility and the challenge of
overseeing your co-workers. You are
no longer just a friend or co-worker -
you are now the boss!

the proper training, ftrust Yyour
employees to use it.

yourself promoted, dealing with an
extra workload, and in charge of a
team? Congratulations! The next
step is realizing the care and
responsibility you need to
motivate employees who are no
longer your co-workers. Your
supervisory skills are tested with a
supervisory promotion - and the
transition is not always easy!

er to Supervisor

When a person starts a job, usually
they begin at the lowest spot on the
totem pole with the goal of working
their way to the top. As people strive
to climb the corporate ladder, they are
faced with the challenge of how to
transition  from  co-worker  to
supervisor. The ftransition is not
always easy and sometimes it's
intolerable.

The Transition From Co-Worker to Supervisor

For example, take Lacey’s transition
from co-worker to supervisor: Lacey
was working with her company for
fowr years when she was offered the

supervisory trainer position.

Although a few other co-workers had
applied for the position, the boss
chose Lacey as she was very
organized, approachable, and
knowledgeable about the position.
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However, as Lacey is younger than most of the staff, she finds it difficult to
approach some of the co-workers who have more seniority with the company (who
also think they should have received the promotion!} regarding some pertinent

issues, She feels that by forcing her supervisary position onto her co-workers, the

issue will just get worse.

How would you handle this situation? How would you approach this co-worker?
When leamning how to ttansition from co-worker to supervisor, there are a few tips
that will hefp you answer these questions and make the transition as smooth as

possible.

Be Authentic.

Do not be someone you are not. You
have worked with these people for a
few years already and they know who
you are, so it is not necessary to

Be a Team Player.

You may now be the supervisor, but
remember it takes a team of people to
get the job done. You are there to
help your co-workets; to serve them,
come underngath by supporting them

Encourage Communication.

Keep the lines of communication
open. [t may take some time for your
co-workers to feel that they can
approach you with some issues. Keep
your office door open and incorporate

Take a Stand.

Do not be afraid to confront your
former co-workers. If you need to
address a certain situation, do not
back down. Take a deep breath and
gently dive in! Your employees need
to see that you will not be

prove to them who you are. A
promotion does not change who you
are, it only changes what you do,
your title and your workload.

and to make it better for them
whatever way you can. Remember
that it takes teamwork to make a
dream work.

regular  meetings  where  your
employees have the opportunity to
talk to you about any issues they may
have.

disrespected and walked over; you
are their leader whether they like it or
not, They will probably appreciate
what you have to say, especially if
they know you are on their side.
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Good Things in Small Doses.
One of the worst things you could do
in  your new position is to
immediately incorporate changes.
This will scare your employees and
instill fear in the office. If some
things need to be adjusted, take it one
step at a time. Your employees will
probably embrace the changes down
the road and be thankful for the fresh
outlook. Just remember that with any
kind of change, there will be
resistance, so be prepared for it

Remember that when leaming how to
transition  from  co-worker to
supervisor, it will take time and
patience. You’ll find that you won’t
be comfortable in your role over
night and there may be a few bumps
along the way. Just remember that
bumps can be ironed out and a
smooth transition is possible. Tt's all
up to you.
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45) Office Efiquette

rom  tme o tme, it IS

necessary o go baek fo career

advice basics and send out 3
remindes  about  the  cveryday
forgetten "rules” of office behavior,
Sametimes we get 50 comfortable in
our jobs and with our co-werkers thst
we overlook a smple common
courtesy or blend social and business
interaction within the coufines of the
corporate envitonment much oo
freely,

Your desk

Think of vour desk as your bedly
when vou first start fo date a beautiful
womas, You work hard to maintain it
{1 assume) and keep wourselfl fresh
and ciean for her (I asswmc). But for
some, the effort goes out the window
when they get too comforiable i dhe
relatianship.

Your appearance

Same advice as above, but this time,
the mess is you {akihough | hope not)
and of course, certain bue-collar jobs
are the exception here. When you
first start & job, you want fo imprese
everyone and wake up extra early o
prepare for the day. You primp maore,
you shave closer and vou try o Jook
vour best. Then you malize that
nobody cares and once your place in
the company org charl is secure, you
wut comers here and there. Mavbe
you wait another day o shave and
sleep i instead. Perhaps vou wenr the

It is abways a mistake to forget where
you are when you are at work, There
i5 # mme for fun, sure, bat by the
same token, it is much better to erf on
the side of caution and be carefil
with the acttons and words vou use o
express yaurself.

Here, then, are some puidelines (o
better present yousself at work and
project a professional image:

Well, vour desk is the same darn
thing. The key, bke your phvsical
appearance, is to maintain a clean aad
fidy workspace for you, and sot for
your manager, cubicle neighbor or
the company president. Take pride
vour work area and be more efficient
at your job. A messy desk is not a
"sysizm." It i3 & wanifestation of
gross neghect. Clean up your act.

sgme pair of pants two gays in a row.
Whatever it is, the precipitous decline
into mdifference has begun.

Get yourseif in check now and look
as professional as you acl {more on
that 1 a bit}, whether you pench the
clogk at a factory ar a law firm, Start
to care; this s the point here, Dress
lke a professional,  whatever
professional you may be, and more
importantly, act like one.
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Your physical & verbal behavior

Comportment, demeanor, behavior --

whatever. Your conduct at work
becomes  reflective  of  your
personality over time. How you walk,
sit at your desk and handle yourself in
a meeting or with a group of co-

Sit up straight: When you sfouch,
you seem lazy and apathetic. Good
tuck with that promotion if you keep
itup.

More tips on getting physical at the
office

Be alert: Keep vourself in the loop
at the office with one ear to the
ground at all times. Implicate
yourself in business developments as
well as the lives of your co-workers;
the latter of course, in a most
professional manner.

Be discreet: This goes for your
cell phone, PDA and other necessary
technical tools of your job. This
seems obvious enough, but it's a
practice that is ignored by far too
many. The rule that I want to get
across here is that co-workers and
management should be aware of your
presence and ability to come through
in the clutch whenever they need you,
but in the most discreet manner
possible. So if you have to crack a
joke, make it a clever one and then
shut your mouth and resist the
follow-up. Make like George
Costanza and leave the room or

workers is imperative. This is a
subject | have dealt with before, but
in the interest of this specific topic,
keep these tips in mind:

discussion on a high note. And when
it comes to the job, do it fast and do it
smart. Never brag about your
accomplishments, and  present
yourself as a reliable team player who
delivers the money shot at the buzzer.

Know when to let go: If you
follow my advice so far to the letter,
you may end up more automaton than
human being at work. This is not my
snggestion at all. Try to hone your
instinets so that you know for certain
when the time is ideal to showcase
your weekend personality. The best
way to do so is to observe others and
how they screw up. T mean it. When
you watch people work themselves
into an awkward situation at work,
you can pick up on some great ways
to make yourself look good. Just
identify the opposite course of action
and do likewise.

1 most definitely do recommend that
you stick your neck out from time teo
time and not paint yourself into too
safe a corner. Youre likely to be
dismissed more often than not if that's
yvour modus operandi, It's really all
about taking smart, calculated risks
with what you say, when you say it,
and how you say it.
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Common courtesy

This is a forgotten art in mest circles
and T find that sad. People never
make eye centact or say heflo and ask
how you sre, let alone inguire abowt
your weekend plans with sincerity.
The workday is tough enough o plow
through with genial rplations with
your co-workers, let alone without.

Put yaur problems and
precccupations aside and focus on the
people around vou af work every now
and then. Strike up a conversation
about a common mterest; hold the

door apen for peeple when vou enier
the office; spring for ceffee and
milins or st plain compliment g
co-worker and mesn it ¥'s not thar
hard to do and frust me, the rewards
far cusstrip the requisite effort,

S0 adhere to some simple rules of
affive etiquette end deeency to better
sell yourself a5 a quality smploves.
And when vour efforts result in a
promotipg or pat on the back from the
boss, remember to thank me.
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